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ABSTRACT

Performance Based Services Acquisitions (PBSA) has
recently garnered a significant anount of attention in the
real m of Federal procurenent. The procurenent of services
accounts for nearly half of the Federal dollars spent
annually and a portion of that is spent for |ogistics
servi ces. Qobvi ousl y, this is a dynamic time for
acquisition reform and as acquisition professionals; each
of us needs to nmanage PBSA contracts in a manner that
appl i es sound business judgnent. This can be acconplished
by enploying strategies that rely on our education,
training and Ilessons Jlearned from the shared past
experiences of the acquisition comunity. The purpose of
this thesis was to determne the essential features of a
classification system for logistics services. For selected
| ogistics services from the OB Crcular A76 the
researcher applied an existing nodel (Al len, 1991) in order
to evaluate |ogistics services. The nethodol ogy enpl oyed
to gather data was a survey distributed to a select group
of acquisition professionals. The survey data were
analyzed to identify key issues associated with eval uating
a classification systemfor |logistics services. The thesis
concl udes W th recommendat i ons for i npl ementi ng a
classification schenme for |logistics services wthin the
Federal Governnent.
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. 1 NTRODUCTI ON

It is the policy of the Departnment of Defense
t hat in or der to maxi m ze per f or mance,
i nnovation and conpetition, often at a savings,
performance based strategies for the acquisition
of services are to be used wherever possible.
Wiile not all acquisitions for services can be
conducted in a perfornmance-based manner, the vast
maj ority can. Those cases in which performance-
based strategies are not enployed should becone
the exception. In order to ensure that the
Department continually realizes these savings and
performance gains, the Departnent of Defense
establishes, at a mnimm that 50 percent of
service acquisitions, neasured in both dollars
and actions, are to be performance-based by year
2005. Dr. Gansler, Under Secretary of Defense,
Acqui sition, Technology & Logistics, April 5
2000 [Ref. 1]

A BACKGROUND

In January of 2000, Dr. Gansler, at that tine the
Under Secretary of Defense for Acquisition, Technol ogy and
Logistics signed the CGuidebook for Performance Based
Services Acquisition (PBSA) in the Departnent of Defense
[Ref. 2]. This gui debook was necessitated by the fact that
from 1992 to 1999, Departnent of Defense procurenent of
services increased significantly and in 1999 the total
dollars spent on services equaled the anobunt spent on
supplies and systens. Qoviously, this is a dynamc tine
for acquisition reform and as acquisition professionals; we
need to manage processes by applying sound business
j udgment . This can be acconplished by enploying PBSA
strategies that rely on our education, training and |essons
| earned from the shared past experiences of the acquisition

comunity.



Therefore, PBSA strategies nust enphasize what the
Government’s objectives are, i.e. what it wants perfornmnmed
by a contractor vice how the work should be perforned.
This can be acconplished by devel oping a performance work
statenent that defines the required work in objective,
nmeasur abl e terns. Per f or mance st andar ds such as
tinmeliness, quality and quantity should then be assigned to
the required tasks. This begs the question, how do we
measure performance? Wat are the relevant netrics and how
can we classify then? To start there has to be a rel evant
classification system for services. There are currently
Governnent classification schemes such as the Federal
Supply Cdassification (FSC) the Standard Industrial
Classification (SIC) and the North Anmerican |Industrial
Classification system However, these systens are very
broad and do not provide sufficient information regarding

the classification of services, in particular |ogistics
servi ces.

By establishing a «classification for | ogi stics
services and incorporating the principles of PBSA

managenent into the procurenent process, the acquisition
workforce can nore easily identify adverse performance
trends, incorporate netrics that are predictive in nature
and allow for overall better managenent of PBSA contracts.
B. RESEARCH OBJECTI VE

The purpose of this thesis is to evaluate the issues
associated wth Perfornmance Based Services Acquisition
(PBSA) and to attenpt to classify the services within the
Federal Governnent, specifically those associated wth
| ogi stics services. The researcher utilized a matrix
devel oped by a fornmer Naval Postgraduate School thesis

2



student [Ref. 3] for the purpose of identifying |ogistics

services and how they can be constructed into PBSA

As discussed in the introduction, PBSA is inportant as
evidenced by the fact that over half of the Departnent of
Def ense procurenent dollars are expended for services. The
Bal kans support contract and the Army’s Logistics Gvil
Augnentation Program (LOGCAP) are two cases where the
Department of Defense has invested a great deal with the
probability that there wll be significant savings.
However, these contracts have proven to be difficult to
evaluate from a performance standpoint, as they are
extrenely subjective in nature. A classification schene
for logistics services is intended to assist in properly
grouping together like services to assist in identifying
potential candidates for PBSA. Addi tionally, by conparing
the salient characteristics and grouping |ike services in a
strategic manner it wll help to enable trend analysis,
correct deficiencies, inprove performance and ultimtely
enable the Departnent of Defense to realize a return on
i nvestnent for PBSA contracts.

C. RESEARCH QUESTI ONS
The primary research question is:

. What would be the essential features of a
t axonom cal structure t hat woul d classify
| ogistics services as procured by the Federal
Gover nnent ?

The foll owi ng are subsidiary research questions:

. What is the background and history of Performance
Based Services Acquisition?

. What is an appropriate classification scheme for
| ogistics services as related to Performance
Based Servi ces Acquisition?



. Wat are the challenges facing Perfornmance Based
Services Acquisition and what does the future
hol d?

D. SCOPE, LI M TATI ONS AND ASSUMPTI ONS

The scope of this thesis will include six areas. (1)
An introduction to the thesis that identifies the primary
and subsidiary research questions. It wll also discuss
t he scope, nethodol ogy and organization of the thesis; (2)
A review of the history and regulations regarding the
evolution of Performance Based Services Acquisition in
Government procurenment. In addition, an introduction and
review of the background, definitions, and |ogistics
services is provided;, and an exanmnation of current
Performance Based Services Acquisition procedures in the
Department of Defense is provided. The researcher has al so
provided a short discussion regarding performance netrics
as they relate to PBSA. This chapter will conclude with a
presentation of issues and concerns associated wth
Performance Based Services Acquisition for the present and
future; (3) An introduction to classification systens and
the types as well as the evolution of the nodel used for
the researcher’s efforts. (4) A presentation of data, the
objective of a survey and appropriate denographics. (5) An
analysis of the data wll be presented. (6) Conclusions,
recommendations and findings will be discussed as well as a
review of pot enti al benefits associated wth using
Perf ormance Based Servi ces Acqui sition.

The main limtation associated with this thesis is
that the researcher has Ilimted the area of research to one
area of Performance Based Services Acquisition, |ogistics
servi ces. The magnitude of developing a classification

4



scherme for PBSA in general was outside of the scope of this
research effort. Therefore, the author utilized the node
devel oped by Allen but changed the services initially used.
The intent of this thesis is to examne the current

understanding and use of Performance Based Services

Acquisition within the Departnment of Defense. From this
understanding a classification scheme for | ogi stics
services will be devel oped.

The thesis will not examne the inpact of PBSA and
strategic visions related to acquisition reformnor will it

apply the classification schenme for any area of acquisition
ot her than the intended area of research

The mgjor assunption is that the data collected from
all CGovernnent services can be classified.

. The |list of characteristics used to classify
services can be nodified

. Characteristics of Governnent procured services
exi st that I end thenselves to ordinal scaling.
E. METHODOLOGY AND LI TERATURE REVI EW
The net hodol ogy used in this thesis research consisted

of the follow ng steps:

. Conducted a conprehensive literature search of
books, magazi ne articles, CD- ROM  syst ens,
Governnment reports; Internet based materials and
other library information resources.

. Reviewed the Quidebook for Performance Based
Services Acquisition in the Departnent of
Def ense.

. Conducted interviews in person, enmail and by

tel ephone, with acquisition professionals and
senior contracting officials at Departnment of
Def ense conmands.



. Conducted interviews either in person, email or
by telephone, wth |ogistics services providers
such as Brown and Root Servi ces.

. Conduct ed a survey in whi ch acqui sition
prof essionals and students in the Contracting and
Acqui sition curriculum at the Naval Postgraduate
School took part.

. In the interest of efficiency and effectiveness,
the researcher often uses the research process
and structure enpl oyed by Al en in hi s
classification of services effort, applying it to
| ogi stics services and PBSA.

. Prepared a summary and finding of fact of the
advantages and disadvantages that inpact the
effective and efficient managenent of Perfornmance
Based Services Acquisition.

A literature review was conducted wusing current
pol i ci es, reports and articles on Performance Based
Services Acquisition as well as classification schenes.

From these reviews, a basic understanding of the current
policies and concerns related to PBSA and classification
schenmes was devel oped.
F. RESEARCH METHODCLOGY

The basis for this research was a variation of the
research conducted by Scott Allen, a Naval Postgraduate
School graduate. Hs thesis, entitled *“A Taxonom cal

Structure For Cassifying The Services Procured By The

Federal Governnent” focused on developing a taxonom cal

schenme that could be used by the Federal Governnent for the
procurenent of services [Ref. 3]. This will be discussed

in greater detail in Chapter IV.

For the purpose of evaluation, the nodel devel oped by
Allen was a near perfect fit for this research. As such, a

data collection package (Appendix A) was fundanentally the



same as that used by Allen. The significant change was the
incorporation of different and nore service elenents;
specifically those associated wth |logistics services.

This also will be discussed in Chapter IV.

The researcher surveyed fellow graduate students at
t he Naval Postgraduate School who were enrolled in both the
815 and 835 <curricula in Contracting. Those surveyed
i ncluded, DoD civilian contracting professionals, U S. Navy
Supply Corps Oficers, US. Marine Corps Logistics Oficers
and U S. Arny Oficers. 1In addition, there were a sel ected
few acquisition professionals outside of the Naval
Post graduat e School who were asked to participate. Despite
the fact that the mpority of the respondents were
students, nmany had extensive backgrounds in contracting and

t he procurenent of services.

The researcher distributed sixty data collection
packages (Appendix A) to the target group. The package
consisted of a <cover letter explaining the process,
definition and scal es of each of t he sel ected
characteristics and a matri x. The matrix contained thirty
| ogistics services that corresponded to 12 different
characteristics. The researcher chose to use the sane
characteristics, as did Allen as they represented an
appropriate mx as related to the Federal Governnent. The
respondents were asked to read the definition of the first
and subsequent definitions and grade each service using the
scale that followed the characteristic’s definition. Thi s
process would require repeating these steps for each of the
twel ve characteristics and thirty services. In the next

step the respondents were asked to select, in their



opi ni on, the top three <characteristics in order of
strategic inportance. Finally, the respondents were given

an opportunity to provide coments related to the survey.

The researcher hand delivered and provided verbal
instructions to each of the individuals invited to
participate. Based on statistical averages, the researcher
was expecting that at best, only thirty percent of the
matri ces would be conpleted and returned. Fortunately, as
a direct result of the personal interaction between the
researcher and the respondents the actual percentage was
forty-five. In addition, six nore conpleted surveys were
received after the cutoff subm ssion date had passed.
Unfortunately, due to the considerable anpbunt of tinme to
calculate the data, the researcher was forced to exclude
t hese dat a.

G ORGANI ZATI ON OF THE STUDY

The thesis consists of six chapters. Chapter | is an

introduction to the thesis and provides a detailed

structure to the topic as well as the research nethodol ogy.

Chapter Il provides a review of the background
i nformation concer ni ng Per f or mance Based Servi ces
Acqui sition (PBSA). An introduction to PBSA focuses on

current objectives and provides definitions related to
PBSA. In addition, the regulatory history, laws and current
policies are addressed. Logistics services and performance

metrics are al so di scussed.

Chapter 111 deals wth «classification systens in
general , the types of classification and existing

Government O assification systens.



Chapter IV includes the presentation of the data. | t
begins with a discussion of the A len nodel and how the

researcher incorporated it for the purpose of his research.

Chapter V is an analysis of the data collected and how
it relates to PBSA

Chapter VI summarizes conclusions and recomendations
that are directly related to the research effort. In
addition, it also suggests additional areas for further
research in trying to advance how t he Departnent of Defense
classifies logistics services and the relationship wth
PBSA contracts.

The next chapter is an introduction to performance
based services acquisition.
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1. PERFORMANCE BASED SERVI CES ACQUI SI TI ON

As services becone an increasingly significant
conponent of what the Departnent buys, we nmnust
ensure that we acquire them effectively and
efficiently. That is why the use of performance-
based acquisition strategies for services renmains

anong ny highest priorities... it is the policy of
the Department of Defense that, in order to
maxi m ze per f or mance, i nnovati on, and

conpetition, often at |ower cost, performnce-
based strategies for the acquisition of services
are to be used wherever possible [Ref. 1].

A | NTRODUCTI ON TO PERFORMANCE BASED SERVI CES ACQUI SI Tl ON

Performance based services acquisition (PBSA) is here
and it seens that it is here to stay. Presi dent Bush has
endor sed t he use of per f or mance- based contracting
t hroughout the Federal Governnent. PBSA is part of the
President’s vision for better Governnment and has been
identified as one of the Procurenent Executives Council’s
objectives in the 2001-2005 strategic plan [Ref. 4]. The
goal is to increase the use of PBSC to acquire best value
services with the objective of attaining a mninmm of 50
percent of eligible service dollars awarded as PBSCs by FY
2005 [Ref. 1].

Wth this nuch attention, it is inperative that the
obj ectives for PBSA be understood. There are five basic
obj ectives according to the Cuidebook for Perfornmance-Based
Services Acquisition [Ref. 5]:

1. Maxi m ze Performance

Allows a contractor to deliver the required service by
following its own best practices. Since the prine focus is
on the end result, contractors can adjust their processes,

as appropriate, through the life of the contract wthout
11



the burden of <contract nodifications provided that the
delivered service (outcone) remamins in accordance with the
contract. The use of incentives further notivates
contractors to furnish the best performance of which they
are capabl e.

2. Maxi m ze Conpetition and | nnovation

Encouragi ng i nnovation from the supplier base by using
per f or mance requi renments maxi m zes opportunities for
conpetitive alternatives in lieu of governnent-directed
sol uti ons. Since PBSA allows for greater innovation, it
has the potential to attract a broader industry base.

3. Encourage and Pronote the Use of Conmmercial
Servi ces

The vast majority  of service requirenents are
commercial in nature. Use of FAR Part 12 (Acquisition of
Commercial Itenms) procedures provides great benefits by
mnimzing the reporting burden and reducing the use of
gover nient - uni que contract cl auses and simlar
requi renents, which can help attract a broader industry
base.

4. Shift in Risk

Much of the risk is shifted from the CGovernnent to
i ndustry, si nce contractors becone responsi bl e for
achieving the objectives in the work statenent through the
use of their own best practices and processes. Agenci es
shoul d consider this reality in determning the appropriate
acqui sition incentives.

5. Achi eve Savi ngs

Experience in both Governnent and Industry has
denonstrated that use of performance requirenents results
in cost savings [Ref. 5].
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B. DEFI NI TI ONS
The following definitions are key to wunderstanding

this thesis topic.

Per f or mance Based Servi ces Acqui sition i nvol ves
acqui sition strategies, met hods, and techniques that
describe and communicate neasurable outcones rather than
direct performance processes. It is structured around
defining a service requirenent in terns of performance
objectives and providing contractors the latitude to
determ ne how to neet those objectives. Sinply put, it is
a nmethod for acquiring what is required and placing the
responsibility for how it is acconplished on the contractor
[ Ref. 5].

Performance Based Contracting neans structuring all
aspects of an acquisition around the purpose of the work to
be perforned as opposed to either the manner by which the
work is to be performed or broad and inprecise statenents
of work [Ref. 6].

Services are identifiable tasks to be perforned,
rather than the delivery of an end item of supply. Only
servi ces obtained under non-personal service contracts are

covered [Ref. 7].

Logistics is that part of the supply chain process
that plans, i npl enent s, and controls the efficient,
effective forward and reverse flow and storage of goods,
services, and related information between the point of
origin and the point of consunption in order to neet

custoners' requirenents [Ref. 8].

13



C. REGULATORY HI STORY

Performance Based Services Acquisition (PBSA) is a
maj or initiative of the Federal Governnent. The initiative
is intended to enhance practical acquisition reform
t hroughout the Federal Governnent. VWiile this initiative
may be new, the idea of performance based contracting is
not and in fact, has been around for close to one hundred
years. |In February of 1908, the Signal Corps, on behalf of
the Board of Ordnance and Fortification sent out a request
for proposal to contractors to build a Heavier-Than-Air-
Flying machine [Ref. 9]. VWiile this is not a traditiona
service it is an acquisition and it represented the birth
of Aviation. The Performance-Based Contract was awarded to
Wl bur and Oville Wight and the rest is history. Wi | e

probably not the first exanple, it was one of the nost
i nteresting. There are numerous exanples of how PBSA has
i nfluenced Federal Governnent acquisition policies. Ther e

have al so been nunerous regulations and acts enacted that

have paved the way for the current enphasis on PBSA

The Federal Governnent’s ability to acquire supplies
and services is dependent upon existing statutes, acts and
regul ati ons. The focus of this portion of research is to
concentrate on performance-based services acquisition and
how the nunerous statutes, acts and regul ations inpact the

Government’s ability to acquire services through PBSA.

A brief history of some of the Kkey acts and
regul ations that have influenced PBSA over the years wl
help illustrate not only how far PBSA has cone but also
nore inportantly its inpact on the entire procurenent
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process. The U.S. Constitution is one of the cornerstones

of America, however; initially it did not address the
Government’s right to enter into a contract. In 1831 the
U.S. Suprene Court, “in a landmark decision, United States

v. Tingey, declared that the Federal Governnent has
i nherent power, based on its sovereignty, to enter into
contracts. Additionally, the court decision declared that
the Federal Governnent has inplied powers, as necessary,

for the proper performance of its duties [Ref. 10].

Many of the acts and regulations that followed
addressed procurenment and while PBSA was not specifically
addr essed, it was in essence a part of each.
Chronol ogically, the Arnmed Services Procurenment Act of 1947
was one of the first and the Arned Services Procurenent
Regul ations followed it. The  Federal Pr ocur enent
Regul ation, the Defense Acquisition Regulation, and the
Federal Acquisition Regulation were subsequent tools that
have hel ped to shape how the acquisition community conducts

busi ness in today’s environnent.

The Wal sh-Healy Act prescribes mninmm wage, hours,
age, and working conditions for supply contracts. Any
contract entered into by any executive departnment of the
Federal Governnment for the manufacture or furnishing of
materials, supplies, articles, and equi prment in any anount
exceeding $10,000 is covered by the Walsh-Healy Act |[Ref.
11].

The Davi s- Bacon Act prescri bes m ni mum  wages,
benefits, and working conditions of Federal construction

contracts in excess of $2,000 [Ref. 12].
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The MNamara-O Hara Services Act of 1965 is generally
referred to as the Service Contract Act (SCA) [Ref 13]. It

governs wages, fringe benefits and the pricing of service

contracts for other than professional services. As a
general rule, any and all naintenance contracts wll fall
under SCA - everything from landscaping to aircraft

mai nt enance. However, services to be provided by bona fide
executive, admnistrative and professional personnel are
not covered by the SCA There has been sonme confusion in
the acquisition community as to which contracts fall under
the SCA [Ref. 14]. For exanple, secretarial support is
considered to be other than a professional service, and
therefore, a contract for this type service is subject to
t he SCA. If the secretarial support was incidental to the
performance of the contract, it would not nmake the contract
subject to the SCA The key 1is to determne the
predom nant intent of entering into the contract.

The Federal Acquisition Regulation (FAR) is one of the
major tools for inplenenting an effective PBSA strategy.
FAR 37.6 prescribes policies and procedures for use of
per f ormance- based contracting [Ref. 15]. These nethods are
intended to ensure that required performance quality |evels
are achieved and that total paynent is related to the
degree that services performed neet contract standards.
Speci fically, the FAR delineates the following for
Per f or mance- based contracts [Ref. 15].

a. Describes the requirements in ternms of results

required rather than the nethods of performance
of worKk;

b. Use neasurable performance standards (e.g.,
terms of quality, tineliness, quantity, etc) and
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gual ity assurance surveillance pl ans;

c. Specify procedures for reductions of fee for
reductions to the price of a fixed-price contract
when services are not performed or do not neet
contract requirenents; and

d. I ncl ude per f or mance I ncentives wher e
appropri at e.

In addition, the FAR provides a general |listing of
activities in which service contracts my be used to
acquire services. The follow ng categories are taken from
FAR 37.101 and represent |ike services according to Federal

statutes and regulations [Ref. 16]:
(a) Maintenance, overhaul, repair, servicing,
rehabilitation, sal vage, noder ni zat i on, or
nodi fication of supplies, systens, or equipnent.

(b) Rout i ne recurring mai nt enance  of real
property.

(c) Housekeepi ng and base services.
(d) Advisory and assi stance services.

(e) Qperation  of Gover nnment - owned  equi pnent
facilities, and systens.

(f) Communi cations services.

(g) Architect-Engi neering.

(h) Transportation and rel ated servi ces.
(1) Research and Devel opnent.

Qobviously, these categories are very general and cover
a broad spectrum of the services procured by the Federal
Gover nent . But, it should be noted that the U. S. econony
is rapidly becom ng service oriented as evidenced by the
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steady increase in dollars spent by the Federal Governnent

on services.

In 1974, Public Law 93-400, the Ofice of Federal
Procurenent Policy Act, created the Ofice of Federal
Procurenment Policy (OFPP) [Ref. 17]. Basically, OFPP was
created to provide Governnment-w de procurenent policies.

There have been many policies set by OFPP and each has had

an inpact on the Federal Governnent’s $200 billion annua
procurenent program More than half of the $200 billion
are now spent on services [Ref. 18]. PBSA has successfully

denonstrated an ability to reduce <costs and inprove
performance. Recognizing the value of Performance Based
Contracting, OFPP has made it one of their Priority
Managenment Obj ecti ves. In particular, the followi ng three
OFPP policy letters have had the nost significant inpact on

service contracting:

. OFPP Policy Letter 91-2 was issued April 9, 1991
and established policy for the Governnment’s
acqui sition of services by contract. The policy
letter enphasi zed t he use of per f or mance
requirenents and quality standards in defining
contract requirenents for the acquisition of
services [Ref. 6].

. CFPP Policy Letter 92-1 was issued Septenber 23,
1992 and established Executive Branch policy
related to service contracting and inherently
gover nirent al functi ons. This policy letter
prohibited the use of service contracts for the
performance of inherently governnmental functions.

It also provided separate appendi xes that |isted
services t hat wer e consi dered i nherently
gover nient al and not i nherently governnent al
[ Ref. 19].

. CFPP Policy Letter 93-1 was re-issued on May 18,
1994 and established Governnent-w de policy,
assigned responsibilities, and provided guiding
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principles for Executive Departnents and agencies
in managi ng the acquisition and use of services.
This policy resulted from the fact that in March
of 1993, Leon Panetta, the Director of the Ofice
of Managenment and Budget (OVB) requested a review
of the 17 mmjor Executive Departnents and
agencies service contracting prograns. The
purpose was to determne if the service contracts
were acconplishing intended goals, whether the
contracts were cost effective and whether they
were conplying with OFPP policy letter 92-1. It
was determined that service contracting practices
and capabilities wer e not foll ow ng best
practices and that the various nmanagenent
probl ens needed to be addressed [Ref. 7]

It could be argued that OMB Circular A-76 is one of
the mjor reasons for the recent surge in services
contracting. OB Crcular A-76 set forth guidance and
procedures for determ ning whether commercial activities
shoul d be perforned under contract with commercial sources
or in-house using Governnment facilities and personnel [Ref.
20] . Basically, it conmes down to conpetitive sourcing
strategies and privatization initiatives. It has gotten to
the point that inherently Governmental is alnost obsolete
and there are nunerous services currently perforned by
Feder al enpl oyees that could be contracted out or
privati zed. The policy of the Federal Government is to
rely on conpetitive private industry to supply the services
it needs [Ref. 20]. OWMB Circular A-76 cites a limted |ist
of the types of services and comercial actives that are
currently contracted by the Federal Governnment [Ref. 20].
From this |list the researcher identified thirty |ogistics
services in which to study, with the intent of devel oping a
classification specifically for logistics services and how

they could be constructed i nto PBSA
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D. LOA STI CS SERVI CES

Logi stics services are not easily defined and nost of
the available Iliterature is of a commercial nature,
specifically, shipping and distribution. However, this
research is focusing on how logistics services are viewd
within the Federal Governnment and Departnent of Defense.
Logistics is defined as that part of the supply chain
process that plans, inplenents, and controls efficient,
effective forward and reverse flow and storage of goods,
services, and related information between the point of
origin and the point of consunption in order to neet the
custoners’ requi renents. The FAR defines a service
contract in part as “a contract that directly engages the
time and effort of a contractor whose primary purpose is to
perform an identifiable task rather than to furnish an end
item of supply” [Ref. 7]. Wthin the Federal Governnent
and Departnment of Defense, |ogistics services are sonewhere

in between the two definitions.

The recent surge in the use of services is not limted
to the Federal Governnent as evidenced by the fact that the
U.S. econony is rapidly becom ng service oriented as well.
The Council of Logistics Mnagenent estimates that the
service econony is $2.9 trillion [Ref. 8]. The Federal
Government has experienced corresponding growh in service
contracting. Between fiscal year 1990 and fiscal year 2000
service contracts increased by al nost 25 percent.
Currently, services account for approxinmately 43 percent of
Federal contracting expenses. An inportant note on the

increased use of service contracts is that it coincides
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with a 21 percent decrease in the Federal workforce from
1990 to 2000 [Ref. 18].

Logistics services are conposed of nmany varied
activities and the researcher has conpiled a list in order
to help determine classifications for each with respect to
the Departnment of Defense. The following list is by no
nmeans conplete and can and wll overlap in sonme cases,
however, these are the services that the researcher has
chosen to utilize in order to determne a classification

schenme for |ogistics services:

. Audi o vi sual services

. Phot ogr aphi ¢ processi ng

. Arts and graphics services

. I nformation technology - facilities managenent

. I nfformati on technol ogy — equi pnent, installation
operations and mai nt enance

. | nformation technology - programm ng, design and
anal ysi s

. Food service operations

. Vendi ng machi ne services

. Base canp nai nt enance

. OSHA servi ces

. Machi ne, carpentry and el ectrical services

. Pl unmbi ng, air conditioning and heating services

. Fire prevention/protection services

. Custodi al and Janitorial services

. Ref use col l ection and processing

. Fi nanci al and payroll services

. Word processing and data entry services

. Fi nanci al auditing services
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. Mat eri al managenent

. Supply services

. Laundry and dry-cl eani ng services
. Mappi ng and charting services

. Tr ai ni ng

. Base conmmuni cati on services

. Printing and reproduction services
. Landscapi ng

. Security

. Bus/shuttl e services

. Mot or pool operations

. Vehi cl e operations and mai nt enance

The inportance of logistics services wthin PBSA
cannot be overstated. The Governnent spends about $200
billion annually through contracts. Service contracts
represent approximately half of that anmount or $100

billion. That figure is expected to increase as the
Feder al Gover nnent strives to achi eve est abl i shed
performance based objectives. A classification of

| ogistics services is intended to facilitate selection,
contract adm ni strati on and eval uati on for PBSA contracts.
E. PERFORMANCE METRI CS

A critical enabl er in achi evi ng desired
performance goals is the ability to nmeasure
performance [ Ref. 21].

A key indicator of a successful organization is being
able to identify and nmeasure performance. To put it nore
succinctly, how they use that information to support and
achieve the organization's strategic plan is critical. The
| andscape has changed and the Governnent has different

objectives for the future and PBSA is a big part of that
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future. In order to achieve PBSA goals, it is inperative
that there be guidance to establish achievable performance
standards that nonitor and mneasure the effectiveness of
| ogi stics services. Metrics are a feedback mechani sm that
measures an organi zation’s progress towards stated goals.

Metrics are aggregated using one, or nore of the

constituent elenents, to a compbn *“set of perfornmance
el enent s. In layman’s terns, the netrics are the things
needed to assess performance, be it schedule, cost or
per f or mance. Typically, the Governnent uses netrics that
are quantifiable or definitive in a concrete way that
describes the health and efficiency of a program traceable

to the constituent neasures.

Performance Measurenents tend to be broad, generic
assessnents of general performance, vice specific activity
seen in netrics. Measures are individual, or constituent

parts, typically with a correl ation

Performance netrics are an inportant aspect of PBSA,
however, there are no standard netrics or neasurenents with
which to evaluate PBSA contracts. The Procurenent
Executives Council was chartered to develop a Governnent
wi de acquisition performance neasurenent program [Ref. 4].
The guiding principles that this group chose were aligned
very well with many of the tenets that are incorporated
into the PBSA vision. The gquiding principles for the

overal | Perfornmance nmeasurenent framework are [Ref. 4]:

. Be consistent wth the Federal Acqui sition
Regul ation vi si on.

. Respect agency per f or mance measur ement
structures.
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. Pronote inprovenent, benchmarking, sharing, and
i nkages to strategic plans, etc.

. Achi eve a bal ance franmeworKk.

. Stinmulate a progression from procurenment to
acqui sition.

. Consi der historical baselines.

. Perform annual reviews and updates.

The performance netric objectives of PBSA could be

described as follows [Ref. 5]:

. Institutionalize requirenments definition process
for services.

. All ow processes to mature with the quality of
data el enents.

. Devel op quantitative planning el enents.

. To have feasible, stable, and well-understood
user requirenents.

. Define a set of success criteria.

. Have an acquisition strategy consistent with risk
| evel .

. Devel op working nodels to depict risk/performance

rel ati onshi ps.

. Have metrics to nonitor the effectiveness of risk
mtigation strategies.

Basically, the Governnent has to define an eval uation
nmet hodol ogy that enables some form of value anal ysis. The
intent is to provide industry with sufficient understanding
of the CGovernnent’s requirenents to develop business
strategies, build teamng relationships, and propose
performance benefits that can be quantifiably measured.

A Dbetter understanding of performance netrics 1is
necessary in order to apply appropriated neasures
correctly. The bottom line is that the Governnent is

| ooking to do nore with less and do it better, faster and
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cheaper. However, “you can’t inprove what you can't (or
don’t) nmeasur e” [ Ref . 21] . As recomended by the
Performance Measurenment comrittee, the follow ng guiding
principles for neasurenent selection should be considered
when devel oping netrics for PBSA [Ref. 4]:

. Limt the nunber of nmeasures — less is nore.

. Acconmpdat e exi sting data systens.

. Be results oriented vice process oriented.

. Establish goal (s) and benchmarks for each neasure

as much as possi bl e.

Performance neasures are not always obvious and do not
come in neat little boxes. However, all is not lost as it
is common practice to classify what is being neasured and
the goal the nmetric is striving to attain. There are nmany
types of metrics and they are generally categorized as
baseline, trending, control and diagnostic netrics [Ref.
21] .

Baseline performance netrics are probably the nost
i nportant when devel opi ng netrics. They are the starting
point from which to neasure the current performnce and
allow for an objective determnation and basis wth which
to provide assessnment and enable inprovenent [Ref. 21].
Baselines can be difficult to capture but wthout a

basel i ne you cannot neasure inprovenent.

Trending performance netrics enable an activity to
conpare performance over a designated period of tine [Ref.
21] . The object is to analyze trends and conpare them to

t he baseline for an inprovenent determ nation.

Control Performance Metrics signal whether or not an

activity is meeting objectives as set forth in the
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establishment of key performance netrics |[Ref. 21] .
Control performance netrics are a feedback mechani sm that
acts as a signal flag and allows an organi zation to nonitor

speci fic performance or general.

D agnostic Performance Metrics can and wll provide
clarification in the form of answers to trends, both
positive and negative [Ref. 21]. Di agnostic netrics help
determine why a specific netric is causing an undesirable
out cone. Di agnostic neasures can be nade up of trending
and control type netrics as they can assist in identifying

speci fic changes.

In order to achieve the objectives of PBSA,
contracting organizations nust be able to neasure or
eval uate performance against the stated goals. By using
these types of nmetrics in conjunction with one another to
neasure and evaluate performance, an organization is
capabl e of recogni zing trends, identifying potential
probl ens and t aki ng necessary actions to correct
defi ci enci es. The bottom line is that solid performance
measure can hel p an organi zati on achieve its goals.

F. SUMVARY

It is inmportant to understand the recent enphasis on
PBSA. As nentioned, the Federal Governnent spends over
$200 billion and half of that is on services. Downsi zi ng
has inpacted the way services are procured and has resulted
in outsourcing to stemthe tide. Reductions in requirenents
that are resource constrained can nean |ess oversight for
the Governnent (Insight vs. Oversight). In addition, there
have been significant savings, increased conpetition and
i nproved innovation resulting from PBSA initiatives. As
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the Departnment of Defense noves forward in this era of
acquisition reform and the Revolution in Mlitary and
Busi ness Affairs, PBSA will continue to be a nmjor factor

in the way that the Government conducts procurenent
busi ness.

The next chapter wll discuss classification schenes
in order to give the reader a basic understanding of why
they are inmportant and how they apply in relation to the

Federal Governnent, specifically |ogistics services.
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[11. CLASSI FI CATI ON

A | NTRODUCTI ON

To describe the structure and rel ationship of the
constituent objects to each other and to simlar
objects, and to sinplify these relationships in
such a way that general statenents can be nmade
about cl asses of objects [Ref. 22]

This research will attenpt to analyze and address a
classification scheme for logistics services. It is
i mport ant to under st and t he basi c principl es of
classification, and as such the basic definitions for both
classification and classification systens. This chapter
will discuss definitions, why things are classified, the
types of classifications, and Governnment classification

syst ens.

The origins of the science of classification date back
to the ancient G eeks and were necessitated by the need to
bring order and systematic arrangenent to objects and
i deas. The theory of classification submtted by Plato and
further developed by Aristotle was based on the follow ng
assunptions: (1) a universal order exists in nature; (2)
this order, when discovered, wll permt carving nature
into natural <classes to yield a permanent conceptual
framework that consists of a hierarchy of genus, species,
and subspecies progressing from general to specific; (3)
the principle of differentiation that operates in the
hierarchy is derived from simlar attributes; and (4) the
properties concerned are of the substantive nature of the
units being classified [ Ref. 23].
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Plato and Aristotle dealt wth classification of
bi ol ogy; however, «classificatory science has been applied
to many other areas. Contracting falls into the realmof a
soci al sci ence and Tt i's rel evant to apply
classifications from other social science studies to
classification of Governnent procured services” [Ref. 24].
Classification schenes fulfill the role of organizing
phenonena into recogni zable and |ike groups that fit into a
pre-determ ned situation
B. DEFI NI TI ONS

Classification is the ordering of arrangenent of
entities into groups or sets on the basis of their
rel ati onshi ps, based on observable or inferred properties
[ Ref. 22].

Classification systemis the end result of the process

of classification [Ref 22].

The definition for a classification systemis sonmewhat
limted and requires some clarification. Al
classification systens involve partitioning sone universe
of objects, events, or other phenonena into categories that
are honobgeneous Wi th respect to t he sel ected
characteristics. However, there are two general approaches
for generating classification schemata, which in turn
impacts the applications for which they may be used. The
di fferent approaches are logical partitioning and grouping
[ Ref . 25].

C. VWHY WE CLASSI FY

Classification is a part of our everyday lives and we
do it consciously and unconsciously each and every day.
However, in attenpting to create order in a chaotic
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environnment it is necessary to understand the conplexities
of categorization and reasons why we cl assify.

The paranount purpose of a classification is to

describe the structure and constituent objects to

each other and to simlar objects, and to

sinplify these relationships in such a way that

general statements can be made about classes of

objects [Ref. 22].

Wth that in mnd, classifications are generally used
to achieve four subordinate objectives and they are: (1)
econony of nmenory; (2) ease of manipulation; (3) ease of
retrieval of information; and (4) description of the
structure and relationship of constituent objects |[Ref.

22] .

Econony of nenory is achieved by classifying many
i ndi vidual objects into a category that groups individua
descriptions of those objects contained within it [Ref.
22]. For exanple, it is nmuch easier to renenber the basic
characteristics of species of animals rather than to
remenber the characteristics of each individual anim
wi thin the category.

Ease of manipulation is achieved by classifying, in
that objects are arrayed in systens of a set of categories
and can be easily identified and related to each other
[ Ref. 22]. If the relationships are very conplex, the
| abeling or handling of the classification schemes can

beconme extrenely difficult.

Ease of information retrieval beconmes paranount when
dealing with conplex systens and should always be a

consideration [Ref. 22].
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Describing the structure and relationships of the
constituent objects is the nost inportant objective of
cl assi fyi ng. Due to the fact that these relationships can
be sinplified in order to derive basic statenents regarding
the classes of objects, classification theory enables us to
make basic assunptions, hypotheses and decisions based on
the structure and rel ationships [Ref. 22].

D. CLASSI FI CATI ON SCHEMES

As nmentioned earlier there are generally two different
procedures for developing classification schenes: | ogi ca
partitioning and grouping.

Logical partitioning is also referred to as deductive
or a priori classification [Ref. 25]. The inportant aspect
of this type is that the researcher devel ops a
classification schene prior to analyzing a specific set of

dat a. The process begins with the specification of the
phenonena, in this case, activities and the associated
performance netrics, which require classification. The

next step is to delineate the properties or characteristics
upon which the classification schenme is based. The fina
step is to apply labels to the various categories that are
devel oped from applying the properties or characteristics

to the phenonena [Ref. 25].

Grouping is the second approach and it 1is also
referred to as inductive, quantitative, ex post, or
numerical classification. The inportant distinction here
is that the classification schene is generated only after
data have been anal yzed. Grouping is simlar to logica
partitioning in that the first step is to specify the
phenonena and the respective properties or characteristics
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to be classified. However, wunlike |ogical partitioning,
all grouping procedures determne categories after the
anal ysis of a specific set of data. [Ref. 25]
E. GOVERNVENT CLASSI FI CATI ON SCHEMES

Wthin the Federal Gover nnent there are three
classification schenes that are wused for categorizing
goods. The Federal Supply dass (FSC), the Standard
I ndustrial Cassification (SIC) code and the newy created
North Anerican Industry Cassification System (NAICS) are
the only ones used. They are primarily used for goods.
There are other listings that are widely used within the
Federal Government and while they are not specifically
designed as classification schenmes they still serve the
purpose of classifying services. They are the Ofice of
Managenent and Budget (OVB) circular A-76 and the FAR  The
Federal CGovernment uses an assortnment of nmethods for
classifying goods and services. For the purpose of

clarification the followi ng overview is provided.

The FSC is a comodity classification that categorizes

goods into groups and classes established by currently

known itens in the supply systens of the Federal
Gover nnent . There are 78 groups that are subdivided into
approximately 700 cl asses. The primary criterion for

inclusion into one of the classes is the good s physical or
performance characteristics. Qoviously, like itenms that
are grouped together are included in the same class for

supply managenent purposes [Ref. 26].

Table 1 represents categories of service contracts
based on the appropriate FSC code and description [Ref.
27] .
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Servi ce code Descri ption

A- Research and Devel opnent

B- Speci al Studi es and Anal yses-- Not R&D

C Architect and Engi neering Services--Construction

D I nformati on Technol ogy Servi ces

E- Purchase of Structures and Facilities

F- Nat ural Resources and Conservation Services

G Soci al Services

H Quality Control, Testing and Inspection Services

J- Mai nt enance, Repair, and Rebuil ding of Equi pnent

K- Modi fi cati on of Equi pnent

L- Techni cal Representative Services

M Operation of Government-Omed Facilities

N- Installation of Equi pnent

P- Sal vage Services

Q Medi cal Servi ces

R- Prof essi onal, Adm nistrative and Managenent Support Svcs

S Uilities and Housekeepi ng Services

T- Phot ographi ¢, Mapping, Printing, and Publication Services

U Education and Traini ng Services

V- Transportation, Travel and Rel ocation Services

W Lease or Rental of Equi prent

X- Lease or Rental of Facilities

Y- Construction of Structures and Facilities

Z- Mai nt enance, Repair or Alteration of Real Property
Tabl e 1. Summary of Service Codes.

After: Ref. [27]

The SIC code is based on classifying products or goods
according to the structure of the U S. econony with each
unit classified within a SIC representing a particular
busi ness establishnment in the econony. The SIC can be used

to classify goods by manufacture [Ref. 28].

The North American Industry Cassification System
(NAICS) is a new industry classification system It becane
effective 1 January 1997 and w Il eventually replace the
SIC. Representatives from the United States, Mexico and
Canada developed the NAICS jointly. The NAICS groups
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toget her economic units with simlar production processes
Ref. 29].

OMB Circular A-76 set forth guidance and procedures
for determining whether commercial activities should be

outsourced or contained within using Government resources

such as facilities and personnel [Ref. 20]. There are
certain functions t hat are consi dered “inherently
Governnmental” in nature in that they are so intimately

related to the interest of the public that they nandate
performance only by Federal enployees. The CGover nnent
relies on the conpetitive private industry to supply the
products and services it requires. It can be argued that
all of the services performed by the Federal Governnent
could be provided by comrercial sources wthin industry.
OVMB Crcular A-76 lists a nunber of service classes that
can be outsourced. Appendi x B <contains the services
identified in A-76.

This list of services is by no neans exhaustive but
i ncludes exanples of comrer ci al activities currently
operated in-house by Federal agencies or placed under
contract. It is also the nost detailed classification with
the intent of nonitoring conformance with the Commrerci al
Activities Program This is the classification systemthat
the researcher used to classify logistics services for the

pur pose of this research effort.

The Federal Acquisition Regulation (FAR) also provides
a general listing of sone of the areas where service
contracts nmay be used to acquire services. The listing of
FAR categories below is intended to group services

according to Federal statutes and regul ations [Ref. 30]:
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. Mai nt enance, over haul , repair, servi ci ng,
rehabilitation, sal vage, noder ni zat i on, or
noder ni zati on of supplies, systens, or equipnent.

. Routine recurring mai ntenance of real property.

. Housekeepi ng and base servi ces.

. Advi sory and assi stance servi ces.

. Operati on of Gover nnent - Owned equi pnment ,
facilities, and systens.

. Conmuni cati ons servi ces.

. Ar chi t ect - Engi neeri ng.

. Transportation and rel ated servi ces.

. Research and Devel opnent .

These categories of service contracts represent a w de
spectrum of the services procured by the Federal Governnent
but are not all enconpassing.

F. SUMVARY

Thi s chapt er pr esent ed a br oad pi cture of
classification and the different classification systens
within the Federal Governnent. It highlighted the fact
that existing Government classification systens such as
FSC, SIC and NAICS were nore tailored towards goods rather
t han servi ces. OMB Circular A-76 and the FAR represented
nore realistic ideas of the typical services utilized by
the Federal Governnent and wll help to determne the
proper classification scheme for logistic services as
rel ated to PBSA

The next chapter will be a presentation of the data.
Specifically, the rationale for using the framework
established by Allen for the classification of services and
why the researcher chose to add or omt certain associated
features. Additionally, the characteristics, scale and
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boundary range are discussed for the classification nodel

as well as any observations by the researcher.
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I V. OVERVI EW CF DATA

A | NTRODUCTI ON

In this chapter, the researcher will explain how the
data collection process was conducted. The basis for the
data was a continuation of the effort conducted by Scott
Al'l en, a Naval Postgraduate School graduate. H's thesis
entitled “A Taxonomcal Structure For dassifying The

Services Procured By The Federal Governnent” focused on

devel opi ng a t axonom cal schene t hat acqui sition
professionals within the Federal Governnment could use to
classify services. Additionally, Allen sought to determ ne
what characteristics were appropriate for classifying
services on a strategic basis [Ref. 3].

Allen determned potential characteristics for his
classification effort nostly from available literature. He
then applied a filtering process in order to develop a |ist
of candidate characteristics. This list was submtted to
subject matter experts with a broad range of experience in
the acquisition profession in the form of a survey. Allen
received feedback that allowed him to refine his |ist of
characteristics. These characteristics were defined and
differing degrees of application to services were
guantified using ordinal scaling for each characteristic.
Utinmately, Allen selected twelve characteristics in which
to use for his classification schene. The researcher
decided that for the purpose of this research effort, that
the twelve <characteristics that Allen developed for
assisting in the classification of services were suitable

for the researchers’ sel ected services.
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The data collection package (Appendix A) for this
thesis, which consisted of a cover letter, instructions,
and characteristic definitions and scal es, was devel oped by
Al |l en. The researcher incorporated the |ogistics services

he selected with the characteristics developed by Allen to

evaluate Allen’s original «classification schene. The
result was a list of thirty different servi ces,
specifically, | ogistics services that the researcher
endeavored to evaluate based on respondents input. In

addi ti on, the researcher has developed a nunber of
appendices created from the raw data collected. Each of
these appendices will help to provide useful information
and support rel ated anal ysis.
B. DEFI NI TI ONS OF CHARACTERI STI CS

The followng characteristic definitions are designed
to classify services on a strategic range, from the
relatively sinple to the conplex. As previously nentioned,
the characteristics and scales were found to be appropriate
for this body of work. Despite the nunber of years since
Al'l en devel oped these characteristics to help classify
services, they are appropriate for helping to classify the
| ogi stics services chosen by the researcher.

1. Custom zation is the degree to which the

production of a service is nodified from standard

commercial practice to conform to a buyer's

uni que specifications. Al services are nodified

to sone degree in consideration of circunstances

uni que to each custoner, but they will differ on

the nmagnitude to which inportant procedures, or

the entire service process, are exceptionally

custom zed for a buyer. In general, a greater

degree of custom zation will increase the anount

of buyer attention, and contract cost, necessary
to ensure successful service performnce.
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2. Expertise is the degree of professiona
certification, skill, and experience required of
the principal service production personnel to
produce a service at an acceptable quality |evel.

H gher levels of required expertise will wusually
increase the difficulty of evaluating service
performance, as well as the extent to which a

buyer should wvalidate the qualifications of
service provider personnel.

3. Complexity is the degree of t echni cal
conplexity of techniques or equipnent used in the
scope of service production. Typically, a high

degree of technical conplexity will require that
a buyer devot e subst anti al attention to
evaluating the skill Ievel or equipnment required
to produce a service, as well as evaluating

potential providers for those capabilities.

4. Labor Percentage of Cost is the degree to
which total service cost is expended on provider
| abor (as opposed to nmaterial and equipnent). The
proportion of Jlabor to material and equipnent
required to perform a service should affect buyer
val i dation of provider qualifications, especially
in the real mof financing.

5. Measurability is the degree of effort
necessary to describe and neasure acceptable
service performance. Wile performance of sone
services is obvious and readily neasured, others
may necessitate ext ensi ve descri ption and
detailed review by a buyer to determne if
service performance satisfies buyer requirenents.

6. Confidentiality is the degree to which rel ease
of information produced by, or required to
produce; a service may be detrinental to either
the buyer or service provider. The magnitude of
pot enti al damage, whet her it is financial,
conpetitive, related to reputation, or to
national security, from a release of service
information determnes the |evel of service
confidentiality. A high grade of confidentiality
shoul d necessitate extensive buyer validation of
provi der qualifications for controlling
confidential information.
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7. Risk to the Governnment is the I|ikelihood and
magni tude of potential harm to the Governnent
that would result if a service were not conpleted
in accordance with cost, schedule, or performance
specifications. Buyer attention should increase
t hroughout the entire procurenent process as the
degree of risk to the Governnent escal ates.

8. Buyer Attention is the degree of tinme and
effort that buyer personnel typically dedicate to
procuring a service. Personnel allocation, work
assignnents, and other buyer organization plans
and policies should vary wth the distinctive
degree of buyer attention customarily required by
different types of services.

9. Negotiation is the degree to which price,
schedul e, and performance criteria are discussed
and adjusted by the buyer and potential service
providers during the service procurenent process.
More negotiation wll generally require a |onger
and nore detailed procurenent effort.

10. Conpetition is the degree to which multiple,

autononmous providers are wlling and able to
produce a service. Typically, the intensity of
conpetition wll influence buyer selection of

contract type, as well as the extent to which
price is the dom nant source-sel ection factor.

11. Stability is the degree to which inportant
schedule and performance criteria of a service
remain the same over a period of time. A nore
stable service wll typically require |less
attention on the part of the buyer.

12. Perishability is the length of time that the
product of service performance is beneficial to,
or consuned by, the buyer organization. A service
with a relatively high degree of perishability
will be consunmed alnobst instantaneously, while
the product of other services nmy provide
benefits for many years. [Ref. 3]
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C. SCALI NG THE CHARACTERI STI CS

The researcher also adopted the scaling nethodol ogy
utilized by Alen in order to allow respondents to
guantitatively j udge t he presence of service
characteristics. The main reason for adopting this nethod
was its sinplicity and also, the fact that it had proved to
be an effective tool for Alen s effort. Al'l en reasoned
that this nethod would facilitate ease of scoring and a
better understanding of the material. In addition, Allen
sought to define the scales so that ascending val ues would
coincide with greater strategic conplexity, on a range from
sinple to conpl ex. A danger associated with many of the
scal es was that sonme m ght appear to be counter-intuitive.

For exanpl e, a scoring of “5” for t he

characteristic measurability mght intuitively

denote to many that a service is very neasurable.

A very neasurabl e service, however, nmay typically

be very sinple. 1In order to produce a scale that

makes a “5” typical of a very conplex service,

the scale may have to be counter-intuitive [Ref.

3].

Al l en proposed two nethods to counteract the danger of
scaling the counter-intuitive characteristics:

. Scal e counter-intuitive characteristics according
to a presumably intuitive order, and reverse
their values when conputing nean values on a
range of sinple-to-conplex, or;

. Warn respondents through inplicit instructions
that scales may appear to be counter-intuitive,
and clearly |l abel the scales as such.

Al'l en chose the latter nmethod due to the fact that it
woul d directly label instructions and scales, wthout the

need for reversing the scale values during conputations.
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For these very sane reasons, the researcher selected the

second net hod al so.

The following is a list of the twelve scales used to

support this research effort.

1. Custonization

Scal e:

1 No custom zation

2 Custom zation does not substantively alter
servi ce production

3 Custom zation substantively alters a few
i nportant el ements of service production

4 Custom zation substantively alters the bulk
of inmportant el enents of service production

5 The service is produced exclusively for the
Gover nnent

2. Expertise
Scal e:

1 No expertise needed by principal service
producti on personnel

2 Expertise needed requires bri ef or
i nexpensive training/qualification

3 Experti se needed requires noderately |engthy
or noderately expensive training/qualification

4 Expertise needed requires very lengthy or
very expensive training/qualification

5 Expertise needed requires extrenely |engthy
or extrenely costly training/qualification

3. Complexity

Scal e:

1 Techni cal conplexity is rudinentary

2 Techni cal conplexity is nodest

3 Techni cal conplexity is sophisticated

4 Techni cal conplexity is advanced

5 Technical conplexity is on the frontier of
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human know edge and capabilities

4. Labor
Scal e:

1 A nodest anount
expended on | abor

Per cent age of

2 A noderate anopunt

expended on | abor

3 The bul k of
on | abor

4 The vast
i s expended on | abor

5 Al npst
on | abor

5. Measurability

Scal e: NOTE -
| NTU TI VE

1 Description and
service performance
effortl ess

all of

SCALE

2 Description and
service performance is

3 Description and
service performance is

4 Description and
service performance is

5 Description and
servi ce performance
intricate

6. Confidentiality
Scal e:

t ot al
pr eponder ance of

t ot al

Cost
of total service cost is
of total service cost is

service cost is expended

total service cost

service cost is expended

MAY APPEAR TO BE COUNTER-

measurenent of acceptable
is obvious and al nost
measurenent of acceptable

unconpl i cat ed

measurenent of acceptable
noderately difficult

measur enent  of

qui te conpl ex

accept abl e

nmeasurenent of acceptable

is profoundly perplexing and

1 Rel ease of service production information is

not at all
provi der or Governnent

2 Rel ease of

potentially

service
woul d potentially cause inconsequenti al

detri nent al to the

i nformati on
damage to

producti on

t he provider or Governnent

3 Rel ease of
woul d potentially

servi ce
cause
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provi der or Governnent

4 Rel ease of service production information
woul d potentially cause extensive damage to the
provi der or Governnent

5 Rel ease of service production information
woul d potentially cause enornous danage to the
provi der or Gover nnent

7. Risks to Gover nnent
Scal e:

1 The |ikelihood and magnitude of potential
harm to the CGovernnent due to service performance
failure is insignificant

2 The |ikelihood and magnitude of potential
harm to the Governnent due to service performance
failure is slight

3 The |ikelihood and magnitude of potential
harm to the Governnent due to service performance
failure is nodest

4 The |ikelihood and magnitude of potential
harm to the Governnent due to service performance
failure is substanti al

5 The |ikelihood and magnitude of potential
harm to the Governnent due to service performance
failure is enornous

8. Government (Buyer) Attention
Scal e:

1 Service procurenent requires inconsequentia
tinme and effort from buyer personnel

2 Servi ce procurenent requires mnor tine and
effort from buyer personnel

3 Service procurenment requires noderate tine
and effort from buyer personnel

4 Service procurenment requires considerable
time and effort from buyer personnel

5 Service procurenent requires extraordinary
time and effort from buyer personnel
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9. Negoti ation

Scal e:

1 There is no negotiation between buyer and
pot enti al provi ders during t he service
procurement process

2 Negotiation is insignificant between buyer
and potenti al providers during the service
procur ement process

3 Negotiation is neani ngful between buyer and
pot enti al provi ders during t he service
procur ement process

4 Negotiation is extensive between buyer and
pot enti al provi ders during t he service

procurenent process

5 Negotiation 1is <critical and conprehensive
bet ween buyer and potential providers during the
servi ce procurenent process

10. Conpetition

Scale: NOTE - SCALE MAY APPEAR TO BE COUNTER-
| NTUI TI VE

1 Nunerous autononmous providers are wlling
and able to produce the service and are very
aggressive in their willingness to do so

2 It is quite easy to find several providers
who are willing and able to produce the service

3 It is unconplicated to find a few autononobus
providers who are willing and able to produce the
service

4 It is difficult to find a few autononous

providers who are willing and able to produce the
service

5 It is extrenely difficult to find a provider
willing and able to produce the service

11. Stability

Scal e: NOTE - SCALE MAY APPEAR TO BE COUNTER-
| NTUI TI VE

1 Any alteration to schedule or performance
criteria is, at nost, trivial for extrenely
| engt hy periods of tine
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2 | nportant schedule or performance criteria
sel dom undergo significant alteration

3 | mportant schedule or performance criteria
i nfrequently undergo significant alteration

4 | nportant schedule or performance criteria
frequently undergo significant alteration

5 | mportant schedule or performance criteria
al nost constantly undergo significant alteration

12. Perishability
Scal e: NOTE - SCALE MAY APPEAR TO BE COUNTER-

| NTUI TI VE

1 The peri od of benefit/consunption is
i medi at e

2 The period of benefit/consunption is brief

3 The peri od of benefit/consunption is
noder at e

4 The period of benefit/consunption is |engthy

5 The peri od of benefit/consunption is
extrenmely lengthy [Ref. 3]

D. CATEGORY BOUNDARI ES AND TI TLES

The categorical boundary ranges for the researcher’s
classification differed from that of the original work by
Al |l en. Allen used a md-point nethod to determ ne the
boundaries. Allen’ s boundaries were established by finding
the m d-point between the highest service nean val ue of one
category and the lowest of the next. Allen adjusted the
m d-point values slightly so that they would be evenly
divisible by five. The ranges for Allen’s nodel were 1.35
for category 1, .40 for category 2, .45 for category 3, .50
for category 4, and 1.30 for category 5. Categories 1 and
5 were larger than the other categories due to the fact

that they were extrenmes in the schene [Ref. 3].
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The researcher chose to enploy an even wdth
net hodol ogy due to the clustering structure of the data and
t he nunber of services and characteristics. Addi tionally,
because of the subjectivity involved in scoring the
services, the boundaries for the various categories are not
intuitively obvious except for the npbst extrene cases.
This was conputed by dividing the nunber of categories
(five) by the nunmber of boundaries between the categories
(four). The result was a range of .80 and that range
applies to the values derived for each of the twelve

characteristics and each services overall score.

In order to yield a schene that was somewhat self-
expl anatory, the researcher opted to use the sane category
titles as those used by Allen.

Since the classification effort was based on a

range from those services that are sinple to

procure to those that are quite conplex, the
appropriate titles would describe and distinguish

the services in each category across this
spectrum [Allen, 1991, p. 169]

The category titles used were “Non-conplex”, “Basic”,
“I'nternedi ate”, “Advanced”, and “Conplex”. The researcher
concluded that these titles were self-explanatory and woul d
be sufficient in differentiating each service for
cl assification purposes.

E. SURVEY RESPONSES

In order to allow for a nore robust analysis of the
raw data collected and to assist in «classifying the
i nportance of each service, the researcher conputed and
created: (1) a nean value mtrix (Appendix O, (2)
i ndi vidual service classifications for each of the thirty
sanpl e services (Appendix D), (3) bar charts for individua
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service classifications (Appendix E), (4) bar charts for
groups of service classifications (Appendix F), (5) A nean
value bar chart for all services by characteristic (Table
13), and (6) frequency charts (Tables 14 through 18 of
Chapter V) for determning what the top three strategic
priorities should be based on respondents’ input. Tables 2
through 32 were developed as a result of the researcher’s

anal ysi s.

The nean value matrix was conputed in an Excel
spreadsheet and is displayed as Table 2. The researcher
calculated the sum of each of the responses for each
service and characteristic. The individual sums were
divided by the total nunber of surveys (N=27) and resulted
in a mean val ue. These matrices related the respondent’s
score for the individual service on the vertical axis with
each of the twelve characteristics along the horizontal
axi s. After subdividing the 27 conpleted survey responses
in this fashion, they were all reconbined into a conpleted
matri x by averaging the individual cell scores.

The individual service classifications for each of the
thirty services are depicted in Appendix D. Table 3 is an
exanpl e of an individual Service C assification Schene.
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MVEAN VALUE NMATRI X

Servi ce ClL | 2 | c C5 | C6 | C7T | CB | @ Cl2
Audi ovi sual 1.78|2.41(2.15|2. 2 12.15(2.11|2.22]|2.26 2.7
Phot ogr aphi ¢ processi ng 1.59(2.18|2.11|2. 1.59(2.48(2.07(2.11|2.22 1. 2.3
Arts & G aphics 2.1112.56| 2.3 |2. 2 2 2 [2.15] 2.3 1. 2. 67
IT Facilities Managenent 2.85(3.11| 3 |3. 2.7 |3.22]3.81(3.56(3.48 3. 3. 56
IT Equip, Install, Ops & Mitnce 2.7 13.37|3.22|2. 2.89|3.22|3.74|3.81|3.63 3. 3. 56
I' T Progranm ng, design & analysis |3.56[3.93(3.78]|3. 3.41| 4 [3.63| 4 4 3. 3. 85
Food Service ops 2.0411.89|1.59|3. 1.96|1.07|2.19|2.63|2.59 1. 2.15
Vendi ng Machi ne ops 1.56|1.37|1.26|2. 1.37|1.04|1.63|1.52|1. 89 1. 2.22
Medi cal & Dental 2.07(4.04|3.11] 3. 3 2 [3.41[3.26(3.04 2. 3.07
OSHA 1.85]2.96|2.11|3. 2.81|1.78|2.67|2.37|2.07 1. 2.48
Machi ne, carpentry & electri cal 1.63| 2.3 |1.81|3. 2.52(1.29|2.56| 2.3 |2.33 1. 3. 07
Pl unbi ng, AC & Heating 1.63]2.59|1.89]|2. 2.3 ]1.29)2.52|2.33|2.33 1. 3.19
Fi re prevention/protection 1.81|2.81| 2 |3. 2.44(1.44| 3.7 |2.59|2. 67 1. 2.7
Cust odi al / Jani t or 1.44| 1.3 |1.15|3. 1.7 11.18| 2 |[2.22|2.59 2. 2.37
Ref use Col |l ecti on & Processing 1.44|1.48]|1.26|3. 1.48(1.44|2.33| 2 |2.18 2.56
Fi nanci al & Payroll 2.7 12.59| 2.3 |3. 2.63| 2.7 |3.26|2.74|2.74 3.11
Word Processing & Data Entry 1.74]11.89|1.41|3. 2.19(1.7 |2.33| 2 |1.96 2.48
Fi nanci al Auditing 2.63|2.93|2.48|3. 2.7 12.74]2.89(2.59| 2.7 2.74
Mat eri al Managenent 2.56(2.37|2. 47 2.56|2.3|3.22(2.96(2.89 3.3
Supply services 2.74(2.37|2.15 2.59(2.11|3.15|2.74|2.81 3

Laundry & Dry-d eani ng 1.56|1.07|1.33]|3. 1.78|1.15|1.7 |1.67| 2 2.04
Mappi ng & Charting 2.22|2.56|2.33]|3. 2.41|2.37|2.78|2.26(2.41 2.74
Tr ai ni ng 3 3 2.3 |3. 3.26|2.4412.85|2.74|2.89 3. 07
Base Communi cati ons 2.7 12.59](2.22]2. 2.81|2.85|3.74|3.04|2.93 3.15
Printing, copying & duplication 1.63]1.89|1.85]|2. 1.85(2.11|2.44|2.11|1.81 2.18
Landscapi ng 1.67|1.67|1.52|3. 2 |1.15]|1.3|2.04]|2.22 3

Security 3 |2.63| 2 |3. 2.15|3.52|3.89|2.85| 2.7 3.19
Bus/shuttle 1.63|1.52(1.37]3. 1.37(1.7]1.89|2.11[1.96 2.22
Mbt or pool ops 2.15|2.07|1.59|3. 1.81|1.67|2.26|2.11|2.07 2.59
Vehi cl e Ops & nmai nt enance 2 |2.78]|1.85 2.22(1.7 |2.22(2.41|2.22 2.59

Mean Val ue Matri x.

Tabl e 2.
Cl= Custom zation
= Expertise
= Conpl exity

= Labor % of Cost
C5= Measurability
C6= Confidentiality
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C9= Negoti ation

C10= Conpetition
Cll= Stability
Cl2= Perishability
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SERVI CE: Audi ovi sual

N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi c medi at e Advanced Conpl ex
Val ue 1.0-1.80 1.81-2.60(2.61-3.40| 3.41-4.20 |4.21-5.0

Cust omi zati on 1.78 +
Experti se 2.41 +
Conpl exi ty 2.15 0
Labor & Cost 2. 67
Measurability 2.0
Confidentiality | 2.15 0
Ri sk to Govt 2.11 0
Govt Attention 2.22 0
Negoti ati on 2.26 0
Conpetition 1.74 +
Stability 1.70 +
Perishability 2.70

Goup 1

1 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a
cat egory range
0 = Mean value for a characteristic is in the mddle 1/3 of a
cat egory range
+ = Mean value for a characteristic is in the upper 1/3 of a
cat egory range

Tabl e 3. Servi ce O assification Exanpl e.

The above grid is a neans to display the mean scoring
values and to classify each service into a particular
cat egory. The nuneric values would be listed in the “Avg

Val ue” columm and a “+”, “0", or “-" could be used in each

of the characteristic versus category cells [Ref. 3].

A “+" would synbolize a score that fell into the upper
one-third of a category, a “0” near the mddle one-third

and a “-” would tend toward the |ower one-third [Ref. 3].
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The researcher created bar charts (Appendix E) for
each of the thirty services. This was done in order to
conpare each of the services and to deternine if there was
any correlation between the characteristics and the scoring
scale used for each. The vertical axis of each graph
represents the associated scale while the horizontal axis
represents the characteristics. An Excel spreadsheet was
created to input the average value for each characteristic
of each i ndividual service. Table 4 is an exanple of one
of the charts, however due to the nunber of services the

rest of the charts are included in Appendi x E

Audiovisual
5
4,
o
s 3
@ 267 27
2.41
2.26
215 215 2 222
2
2,
1.78 1.74 17
1 L : N |
. & Q 3 & S R & o & ) )
N < o 3 & O ¥ <§ & S N
& < ® o & & 8 4\‘? < Oo& QQ}\
o> \/'b'oo W [ex <& o
Characteristics
Tabl e 4. | ndi vi dual Service Bar Chart.

Foll owi ng the sane procedures, the researcher created
addi tional bar graph charts for each of the separate groups

of services. OMB Circular A-76 |lists 17 groups of
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conmercial activities. From that |Iist, the researcher
chose 30 logistics services from 13 different groups. Five
of the 13 groups contained only one service. The renmaining
ei ght groups had two or nore services each. Each of the
charts that contained nore than one group is listed bel ow
in Tables 5 through 12. Appendix F presents the bar graph
charts for these groups in its entirety.

Group 1 - Audiovisual Products & Services (3 services)

Scale

Characteristics

Tabl e 5. Audi ovi sual Products and Services G oup.
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Group 2 - Information Technology Services (3 Services)

3
Characteristics
Tabl e 6. I nformati on Technol ogy Services G oup.
Group 3 - Food Services (2 Services)
2

Characteristics

Food services group

Tabl e 7.
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Scale

Scale

Tabl e 8.

Group 4 - Health Services (2 services)

Characteristics

Heal t h Servi ces G oup.

Group 5 - Industrial Shops & Services (5 services)

Characteristics

I ndustrial Shops and Services G oup.
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Group 7 - Office and Administrative Services (4 services)

Scale

Characteristics

Tabl e 10. O fice and Adm nistrative Services G oup.

Group 8 - Other Services (3 services)

Scale

Characteristics

Tabl e 11. O her Services G oup.
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Transportation Services

Scale

Characteristics

Tabl e 12. Transportation Services G oup.

Appendi x G represents the nean value for all services
conbi ned by individual characteristics. Quite sinply, the
researcher took each of the individual services nean
val ues, added them together and divided them by the total
nunber of services (30). This was done for the purpose of
depi cting where each characteristic fell on the scale (1-5)
and to conpare and contrast with each individual service as
well as the service groups. Table 13 presents this bar
chart.
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Mean Value for All Services By Characteristic
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Tabl e 13. Mean Val ue for Al Services By Characteristic.

A key step in analyzing the different characteristics
and the associated raw scores is the strategic priority
rankings from the «classification mtrix 1in the data
col l ecti on package. Each respondent was asked to rank in
order of strategic inportance the top three characteristics
for each service. The researcher first calculated the
nunber of times each characteristic was cited in first,
second or third place without regard to ranking for each
service and conbined them together to determne the tota
frequency. This was an “unwei ghted” total, sinply meaning
that the sunms of each were given an equal weight of one.

Tabl e 3 presents the results of these conputations.
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Characteristic Order Based on Frequency
Cited as a Top Three Strategic Priority
Fr equency
Characteristic Count
4 Labor % of Cost 412
C2 Experti se 357
C10 Conpetition 293
Cl Cust oni zati on 267
C5 Measurability 233
C3 Conpl exity 192
C12 Perishability 147
C8 Covt. Attention 137
Cll] |[Stability 128
Cc7 Ri sk to Govt. 122
C6 Confidentiality 82
C9 Negoti ati on 60
Tabl e 14. Top Three Strategic Priority.

The next step was to tabulate the frequency for each
i nstance where the characteristic was rated first, second
or third and to rank them in descending order, once again
using an “unweighted” total. These data are presented in
Tabl es 4 through 6.

Characteristic Oder Based on Frequency Cited as #1
Strategic Priority
Frequency
Characteristic Count
C4||Labor % of Cost 215
C2||Experti se 150
C10||Conpeti tion 95
Cl||Cust omi zati on 83
C3||Conpl exi ty 73
Cl2||Peri shability 65
C7||Ri sk to Govt. 37
Cli||stability 25
C5||Measurability 18
C8||Govt. Attention 17
C6||Confidentiality 17
C9||Negoti ati on 15
Tabl e 15. Frequency as #1 Strategic Priority.
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Characteristic Oder Based on Frequency Cited as #2
Strategic Priority
Frequency
Char acteristic Count
C2|[Experti se 125
C4||Labor % of Cost 120
C5|[Measurability 103
C10|[Conpetition 95
C3|[Conpl exi ty 86
C8[[Govt. Attention 75
Cli|[stability 46
C7|[Ri sk to Covt. 39
Co6|[Confidentiality 36
Cl2|[Perishability 32
Cl{[Cust omi zati on 27
C9|[Negoti ati on 26
Tabl e 16. Frequency as #2 Strategic Priority.
Characteristic Order Based on Frequency Cited as #3
Strategic Priority
Frequency
Characteristic Count
Cl||Cust oni zati on 157
C5||Measurabil ity 112
C10|[Conpeti tion 103
C2||Experti se 82
C4||lLabor % of Cost 77
Cli||Stability 57
Cl2|[Perishability 50
C7||Ri sk to Covt. 46
C8||Covt. Attention 45
C3||Conpl exi ty 33
C6||Confidentiality 29
C9||Negoti ati on 19
Tabl e 17. Frequency as #3 Strategic Priority.

The next step was to fornmulate a weighted strategic
priority ranking. The researcher assigned values of 5, 3
and 1, respectively, for the top three strategic priorities
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as ranked by respondents. Using the totals from Tables 4
through 6 as the source for the respective counts, table 4-
7 depicts the ranking of the weighted scores for each
characteristic. This was an inportant step as it served to
increase the wvisibility of those characteristics that
received recognition by the respondents, but not enough to
be considered an overall “nunber one.” Rat her than just
recogni ze those characteristics that received the highest
overall scores for each service, this process would ensure

a fairer consideration of all the priority rankings.

Characteristic Order Based on Total Wighted Score
Total Weighted
Char acteristic Scor e
C4|[Labor % of Cost 1512
C2||Experti se 1207
C10||Conpeti ti on 863
C3||Conpl exi ty 656
Cl||Cust oni zati on 653
C5||Measurability 511
Cl2|[Peri shability 471
C8[|Govt. Attention 355
C7||Ri sk to Covt. 348
c1i||Stability 320
C6||Confidentiality 222
C9||Negoti ati on 172
Tabl e 18. Wi ght ed Characteristic Score.
In order to further illustrate the inportance of the
strategic priorities, t he resear cher created a

conprehensive table that enconpassed the elenents of each
of the previous tables related to the top three
characteristics. Table 4-8 represents the total frequency

of each of the top three characteristics as well as the
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unwei ghted and weighted totals. The characteristics were
listed in the sane order as they appeared on the origina
matrix as part of the data <collection package. This
consolidation allowed the researcher the opportunity to
take a nore holistic view of the process and also to
determine if there were natural breaks in the data. This

will facilitate analysis in the next chapter.

Total Frequency of Top Three Characteristics
Rat ed Rat ed Rat ed Unwei ght ed Wi ght ed

Characteristic Fi r st Second Thi rd Tot al Tot al
Cust oni zati on 83 27 157 267 653
Experti se 150 125 82 357 1216
Conpl exi ty 73 86 33 192 656
Labor % of Cost 215 120 77 412 1518
Measurability 18 103 112 233 511
Confidentiality 17 36 29 82 222
Ri sk to Govt. 37 39 46 122 348
Covt. Attention 17 75 45 137 355
Negoti ati on 15 26 19 60 172
Conpetition 95 95 103 293 863
Stability 25 46 57 128 320
Perishability 65 32 50 147 471

Tabl e 19. Conbi ned Frequency Chart

F. SUMVARY

This chapter has detailed the data collection
processes used to develop the type of rich data that wll
enable the researcher to conduct robust analysis. The
researcher explained the survey response statistics and how
they were conputed. Finally, and arguably the nost
inmportant part of this chapter was the data analysis
preparation. The analysis preparation represented the

conpilation of the data and the different ways in which
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they were fornulated to provide wuseful information and

support rel ated anal ysi s.

The next chapter will be a conprehensive analysis of

the data presented in Chapter IV.
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V. ANALYSI S

A | NTRODUCTI ON

This chapter will be a conprehensive analysis of the
data that were presented in Chapter IV. The researcher has
devel oped nunmerous charts to assist in analyzing the data
and provides a cleaner |ook at the data rather than in its
raw form The analysis was done in three major areas. The
first is an analysis of the nmean value matrix and a
conparison of supporting data wth it. The researcher
di scusses the highs and | ows associated wth the nean val ue
matrix as well as a conparison of the different service
gr oups. The second area of analysis is based on the
i ndividual service classification found in Appendix C,
which allowed for determning what category each service
fell in as well as a conparison of the service groups. The
third area of analysis is centered on the strategic
priorities as characterized by respondents in the survey
provi ded. The intent is to discuss each area and
incorporate parts of the analysis together to determ ne
trends or discover areas that nmay be further researched.
B. ANALYSI S OF MEAN VALUE MATRI X

The inportant aspect of the nean value nmatrix (Table
2) was that it allowed the researcher the opportunity to
conpare each service by itself and as part of a group
agai nst the individual characteristics. At first glance
the matrix appeared to be just nunbers on a page but after
careful analysis, interesting information was gleaned from
the 360 different nmean values. |In addition, the researcher
used Table 13 to conpare the nean values of each service
against the nmean values for all of the services by each
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characteristic. The researcher will analyze the nean val ue
matrix in three parts, (1) highest nean values, (2) |owest
nmean values and (3) a conparison of the services wthin
service groups.

1. H ghest Mean Val ue

I nformati on Technology (1T) progranmng, design and
anal ysis services had the highest nmean value for nine of
the twelve characteristics. I T programm ng, design and
anal ysis was rated nunber one (or tied for nunber one) in
each of the following characteristics: custom zati on
conplexity, labor as a percentage of cost, neasurability,
confidentiality, Gover nnent attention, negoti ati on,
stability and perishability. This was an incredibly high
nunber considering the large nunber of services being
eval uat ed. In addition, for the three characteristics in
which it did not score the highest nmean value, it was the
second highest in one (expertise), fifth in another (risk
to Covt.) and 10 for the remaining characteristic
(conpetition). The seeningly obvious reason for the higher
than average scores for this service is the continuing
trend in technology advances in this, the information age
that has placed enornous inportance across the wde
spectrum of information technol ogy. Not surprisingly, the
two other services wthin the Information Technol ogy
Services group scored very high across the board. In fact,
the services in this group had individual nmean val ues that
were significantly higher than the nean value for al
services by characteristic (Table 13). IT Facilities
managenent and | T equipnent, installation, operations and
mai nt enance were the other two services that conprised the
group of IT services. These three services ranked 1,2,3
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for hi ghest nmean val ue in five of t he twel ve
characteristics and were consistently in the top five for
al nost every characteristic. Once again, this seens to be
a reflection of the inportance that technology plays in
society as well as wthin the Federal Governnent. The
researcher expected to see high values for this service and
gr oup.

The only other service that scored the highest nean
value on nore than one occasion was Mdical and Dental
servi ces. It had the highest mean value for expertise and
conpetition and in nine out of twelve characteristics it
was well above the nean value for all services by
characteristic. Considering the fact that the individuals
who work wthin the mnmedical and dental services are
responsible for ensuring conpetent healthcare for our
mlitary, It was refreshing to discover that t he
respondents val ued expertise the nost. In fact, expertise
for nmedical and dental services was the single highest nean
value for the entire survey. The other characteristic in
which nedical and dental services had the highest nean
value was “conpetition.” This characteristic had the
| onest nean value for all services when conpared against
all other characteristics, which is extrenely surprising
given the fact that it was in the top three for alnopst
every category for frequency counts wth relation to

strategic priorities.

Financial auditing had the highest nean value for the
“labor as a percentage of cost” <characteristic. The
definition of this characteristic is the degree to which

total service cost is expended on provider |abor (as
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opposed to material and equipnent). The proportion of
|abor to material and equipnent required to perform a
service should affect buyer val i dation of provi der
gualifications, especially in the realm of financing.
Considering the fact that the word financing is nentioned
in this definition it mght be appropriate to assune that
respondents were influenced to score this service higher.
However, based on the scale and how it conpared to the nean
value for this service suggests that within the financial
auditing arena that the vast preponderance of total service

i s expended on | abor.

For the characteristic of “risk to Governnent” the
hi ghest mean value canme from security service. The nean
value for this service and characteristic was significantly
higher than the nmean value for all services. The
researcher felt that the terrorist’s attacks on the United
States on Septenmber 11, 2001 mght have predisposed
respondents to score this particular area higher than they
m ght have otherw se. The scale definition (the |ikelihood
and magnitude of potential harm to the Governnent due to
service performance failure is substantial) where the nean
value fell makes it weasy to see that this was the
appropriate ranking for this characteristic.

2. Lowest Mean Val ue

The | owest mean val ues wer e somewhat evenly
di stributed anmongst eight of the thirty services. However
the vending machine operations service accounted for four
of the |owest nean values. Vending nmachi ne operations had
the | owest nmean value in each of the follow ng
characteristics: neasurability, confidentiality, Government
attention, and stability. The fact that this service had
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the Jlowest nmean values for these <characteristics s
indicative of the type of service being perfornmed. Ther e
is little to measure, either a machine is full or it is
not . There is little in the way of confidentiality as
vendi ng machines do not pose a threat to security and do
not possess any technology that is not readily available
around the world. Governnment attention is better spent on
services that require a higher degree of oversight based
relative inportance. Stability is the degree to which
i nportant schedule and performance criteria of a service
remain over a period of tine and in the researcher’s
opinion is not applicable for vending machi ne operations.

Three other services had two characteristics in which
they had the |owest nean values. They were, Custodial and
Janitorial services, Laundry and dry-cleaning services and
| andscapi ng servi ces.

Custodial and Janitorial services had the |owest nean
values for “custom zation” and “conplexity” and were well
bel ow t he nean value for ten of the twelve characteristics.
This was not considered a surprise and in fact, was
sonewhat expected due to the nature of the responsibilities
of this service. Custodial and janitorial services are the
sanme for Governnment activities as they are for private
i ndustry and do not require a great deal of custoni zation
The area of conplexity could have been scored |ow do to the
subj ective nature of the survey and the personal
preconcei ved notions of the respondents. Wile sone facets
of these services my be conplex or candidates for
customi zation, by nobst accounts these are non-conplex

operations and were scored appropriately.
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Laundry and dry-cl eaning services had the |owest nean

values for “expertise” and “perishability” and were
significantly below the nean value for all twel ve
characteristics. This appears to be a function of the

predi sposition of respondents that this is an inherently

easy task. The fact that perishability had an extrenely
| ow nean value was in fact a positive factor. The scal e
for perishability i ndi cat ed t hat t he peri od of
benefit/consunption is imrediate. Laundry tends to get

dirty and requires frequent cleaning.

Landscapi ng services had the |owest nean values for
“risk to Governnent” and “conpetition” and as a service was
wel | below the nean value for all services in ten of the
twel ve characteristics. The definition for “risk to
Government” is the |ikelihood and magnitude of potential
harmto the Governnent that would result if a service were
not conpleted in accordance wth cost, schedule or
performance specifications. Buyer attention should
i ncrease throughout the entire procurenent process as the
degree of risk to the Governnent escal ates. It is the
researcher’s opinion that this is clearly not the case,
Wi th respect to |andscaping and that any failure to perform
woul d not significantly inpact the Governnent. The case of

conpetition could be one in which the scale nay appear to

be counter-intuitive. Because of the |low mean value, it
woul d appear that conpetition does not exist. However, in
this situation there are nany suppliers who are willing and

able to conpete and provi de the necessary service.
3. Conpari son of Service G oups
The next step in analyzing the nean value matrix was
to conpar e t he mean val ues for t he i ndi vi dual
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characteristics in terns of groups of services. There were
thirteen separate groups of logistics services as suggested
by OMB Circular A-76 (Appendix B) that the researcher chose
to consider. O these thirteen groups, five consisted of a
single service and the renmmining eight contained multiple
services. For the purpose of analysis, the researcher wll
di scuss the eight nmultiple service groups in greater detai
than the single service groups. In concert with the nean
value matrix, the researcher is also enploying the bar
charts from Tables 5 through 12 in Chapter | V.

a. Audi ovi sual Products and Services

This grouping is conprised of the follow ng
servi ces: audi ovi sual, photographic processing, and arts
and graphi cs. Table 5 represents the nean value for each
of the characteristics wthin this group of services.
This grouping was very simlar in that as a group they
tended to be scored below the nean but close to 2.0 on the
scale for each characteristic. Specifically, in nine of
the twelve characteristics this group was below the nean
val ues for all services.

b. | nf ormati on Technol ogy Servi ces

As previously discussed in this chapter, this
group consists of three services: IT facilities nmanagenent,
| T equi prent, installation, operations and nai ntenance, and
| T programm ng, design and analysis. This grouping was
tightly bunched together and while IT progranmm ng, design
and anal ysis had the highest nmean value for nine of twelve
characteristics, the other tw services were never far
behi nd. The nmean values for the group were appreciably
higher than the nean values for al | services by
characteristics as depicted in Table 6 of Chapter 1V.
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Wthout question, this group represents the highest nean
values for all of the service groups. The obvi ous
attraction to these types of information-based services is
that the possibilities are endless with opportunities for
i mproved efficiencies, inproved capabilities and conputer
based busi ness sol utions.

C. Food Services

This grouping consists of only two services, food
service and vendi ng machi ne operations. In stark contrast
to the IT services, this group had the |owest nean val ues
across the board and as nentioned previously, vending
machi ne operations accounted for four of the twelve | owest
mean val ues. One of which, “confidentiality”, had the
| owest nmean value for the entire survey. These factors can
be attributed to the low |evel of technology involved with
these types of services. It should be noted that food
service nmean values were higher for every characteristic
when conpared to vendi ng machi ne operations. This can also
be easily explained in that Food services entails a degree
of conplexity wth multiple functions and tasks that
vendi ng machi ne operations does not. Table 7 in Chapter |V
illustrates how basic these functions are by conparing the
nmean val ues to the scale.

d. Heal th Servi ces

This grouping consists of two seemngly different

servi ces: Medi cal and Dental services and Cccupational
Safety and Heal t h Adm ni stration (CsHA) functions.
However, largely due to the high nean values for nedical

and dental, this group is the second highest wth respect
to nmean values behind |IT services. Medi cal and dental
service had higher mean values for every characteristic and
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also had two of the highest nean values for individual
characteristics. The researcher expected this group to be
hi gher than nost primarily due to the imedi ate inpact and
high visibility of these services throughout the Federal
Gover nment . Table 8 in Chapter |V presents how the range
of nmean values for these services appeared across the
characteristics.

e. | ndustrial Shops and Services

This group represented the |largest nunber of
services assigned to a single group wwth five and consi sted
of the follow ng services: 1) Machine, carpentry and
el ectrical, 2) Plunbing, heating and air conditioning, 3)
Fire prevention and protection, 4) Cust odi al and
janitorial, 5) Refuse collection and processing. In
general, these services were all sonewhat simlar wth the
exception of fire prevention and protection, which seened
to be better aligned with security services based on nean
val ue scores. Table 9 presents a very diverse range of
nmean values for the associated services, which is
indicative of the three different groups wthin this
particul ar group. The first being the two industrial
shops, the second being the fire prevention and protection
and the final group of custodial and janitorial with refuse
col |l ection and processing. Fire prevention and protection
had a higher nmean value in eight of the twelve
characteristics and tended to bring the mean value up for
the entire group. The industrial shops while not
significantly higher wth respect to nean values were
hi gher than custodial and janitorial and refuse collection
and processing for eight of the twelve characteristics.
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f. Ofice and Adm nistrative Services

Thi s gr oup consi sted of f our services
specifically, (1) word processing and data entry, (2)
Financial auditing, (3) Mterial Mnagenent, and (4) Supply
servi ces. Wth the exception of word processing and data
entry, the remaining services were very tightly grouped
t oget her. Despite the consistently |low nean values for
word processing, this group managed to achi eve better than
average scores as conpared to the nean value for al
servi ces. Wrd processing and data entry had the | owest
mean value range in eleven of the twelve characteristics.
An interesting observation was that financial auditing,
which is part of the Managenent Support services, fit
al nost perfectly into the Ofice and Admnistrative
services when conpared to nmean values. This is due to the
fact that it seens to be a nore natural fit in this service
group than the one currently assigned. Table 10 in Chapter
|V presents a relatively high range of nean val ues despite
the fact that one of the services tended to bring it down.

g. O her Services

Just as the group title inplies, these services
have very little in comon and appear to be a catchall
cat egory. This group consists of (1) laundry and dry-
cleaning, (2) Mapping and charting, and (3) training. As
incongruent as this group appears, the actual nean val ues
woul d have to be way off the mark. In fact, they are and
while the groups average nean appears to be stable and
consistent it is inpacted by the extreme values of the
different services wthin the group. It is inmportant to
note that |aundry and dry-cleaning accounted for two of the
| onest nean values in the entire matrix. The | ower than
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average mean values are a direct result of laundry and dry-

cl eani ng. Seven of the twelve other services nean val ues
were less than the nean value for all service by
characteristic. Table 11 in Chapter 1V presents how the

range of nmean val ues for these services appeared across the
characteristics.
h. Transportation Services
This group consisted of (1) bus and shuttle, (2)

motor pool operations and (3) vehicle operations and
mai nt enance services and each of them were very simlar.
The nean values for this group tended to be bel ow the nean
value for all services. The bus and shuttle service
contributed to the reduced nmean value scores, as this is
obviously the nobst non-conplex function of the three
services listed in the transportation group. In addition
bus and shuttle services scored the |owest nmean value for
all services for the characteristic of “neasurability”.
Table 12 presents how the range of nean values for these
servi ces appeared across the characteristics.
C. ANALYSI S OF SERVI CE CLASSI FI CATI ONS

The researcher felt that an analysis of each of the
thirty services from the individual service classifications
(Appendix D) would help to support findings from the nean
value matrix analysis. While each individual service
classification was analyzed, they were grouped together by
services, including service groups that only contained a
single service. This portion of the analysis focused on
the progression of each of the service classifications with
respect to the category titles that were discussed in
Chapter 1V and how they conpared to other services within a
gi ven group. Each classification, by virtue of a nean
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value, fell into one of the following categories: (1) Non-
conplex, (2) Basic, (3) Internediate, (4) Advanced and (5)
Compl ex. Furthernore, within each category, the nmean val ue
is further <categorized by a boundary range and is
represented by a “+”, “0” or *“-7. Table 3 in Chapter |V
provi des an exanple of a service classification. Tables 20
through 32 present the 13 Service groups and the service(s)
within that group. Associated with each service is the
category that each was assigned based on the nean val ues
for each of the 12 characteristics for that particular
servi ce.

1. Audi ovi sual Products and Services

This group consisted of the followng services:
Audi ovi sual , Phot ographi c Processing and Arts and G aphics.
Based on personal experience, the researcher expected that
t hese services would be categorized as basic and in fact,
they were. However, there were sone noticeable differences
within this group. Audi ovi sual service characteristics
ranged from non-conplex to internediate with nore than half
of them falling in the basic category (seven out of 12).
Phot ogr aphi ¢ processing ranged from non-conplex to basic
with the majority of the characteristics falling in the
basic category. O interest was the fact that this service
represented the only occasion in all thirty services where
the characteristic of “labor as a percentage of cost” was
categorized as anything less than internediate (basic).
Arts and graphics ranged from basic to internediate wth
all but two of the characteristics categorized as basic.
The nean values primarily fell in the mddle one third of a
gi ven category range, suggesting that they were classified
in the correct category. These three services were not an
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exact fit as the range of categories varied, but for the
nost part each of the three services fell in the basic

category as were expected.

Audiovisual Products and Services
Service Category
1|Audiovisual Basic
2|Photograhic processing Basic
3|Arts and graphics Basic
Tabl e 20. Services Goup 1.

Tabl e 20 presents the services of Audiovisual Products
and Services and shows that each of the services of this
group is in the basic category. These services are quickly
becom ng archaic and the researcher surmsed that due to
the subjective nature of the survey this could have
affected how these services and t he associ at ed
characteristics were ranked. However, as nore and nore
t echnol ogi cal advances are nmade with digital imging and
conpact discs the researcher expects that the |andscape of
t hese services coul d change.

2. | nf ormati on Technol ogy Servi ces

This group consisted of the following services: (1) IT
— equi pnent, installation, operations and maintenance, (2)
IT — facilities managenent and (3) |IT progranmm ng, design &
anal ysis. The researcher expected this group to be at the
upper end of the conplexity scale based on both persona
experience and previous analysis. The three services had
the sanme range of categories, from basic to advanced.
Facilities managemnent and equi pnment instal | ati on,
operations and mai ntenance had the same category breakdowns
with each having characteristics falling in the basic
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(one), internmediate (seven) and advanced (four) ranges.
The difference between the two was that nore (five of
seven) of the nmean values for facilities managenent in the
internediate category fell in the mddle to |ower one-

thirds just as nore of (three of four) the nean values in

the advanced category fell in the lower one-third of that
category range. Suggesting that facilities nmanagenent
should be in the internediate category. Conversely, the
equi pnment i nstal |l ati on, oper ati ons and mai nt enance
services had the majority (five of seven) fall in the upper

or mddle one-third of the internediate range, indicating
that this service could be categorized in an internediate
to advanced category range.

Wiile the final service of IT programm ng, design and
anal ysis had the sanme range of categories as the other two
services in the group it was clear that this service was in
a class by itself. This service was the only service that
was classified as advanced out of all thirty services.
Many services had one or two individual characteristic nean
values that fell in the advanced category, however, this
service had ten of twelve in this category and nost (seven
of 10) fell in the mddle to upper one-third of that
category range. An interesting fact was that for each
service of this group, the mean value for conpetition fel
in the basic category, which by the definition and scale

was appropri ate.

Table 21 presents where each of the services of IT
Servi ces was categorized according to nean val ue scores for
the characteristics. Wth the inpact of conputers on not

only DOD but also the entire Wrld it is self-explanatory
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why these services were rated so highly. Once again, the
subj ective nature of the survey has to be taken into
account . The researcher believes that this played a role
especially in the case of facilities nanagenent. The
researcher did not expect facilities managenent to have
such high nmean values for each characteristic but with the
I nfformati on technology association it would appear that

respondents were ranking IT and not facilities managenent.

Information Technology Services
Service Category
1]IT Facilities Management Intermediate
IT Equipment, Installation,
2|Operations & Maintenance Intermediate
IT Programming, Design &
3|Analysis Advanced
Tabl e 21. Services Goup 2.
3. Food Services

This group consisted of food services and vending
machi ne operations. These two services appear to be very
dissimlar in that they both fit into distinctly different

cat egori es. The researcher fully expected that vending
machi ne operations would fall in the non-conplex category
and it did. The category ranges went from non-conplex to

internediate. This appears to be sinply a function of the

type of work required which is very straightforward. The

researcher also expected that food services would fall in
the basic category and it did. Food services category
ranges were from non-conplex to advanced. However, upon

cl oser inspection, a case could be made that these two
services are not so different. Seven of nine vending
machi ne operations characteristics that fell in the non-
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conplex category was in the upper (three of seven) and
m ddle (four of seven) one-third of the category range.
Conversely, six of the eight nmean values for food services
fell in the basic category and the mjority fell in the
| oner (five of seven) and mddle (two of seven) one-thirds

of the category range.

Food Services

Service Category
Food Services Basic
2|Vending Machine Operations |Non-complex

—_

Tabl e 22. Services Goup 3.

Table 22 presents the Food Services group, which
intuitively would suggest basic and routine services.
Especially in light of the fact that these are not five
star restaurants but rather enlisted dining facilities.
The requirement is to provide a hot, nutritious neal to

literally thousands of people. As such, food services
woul d  not require custom zati on, expertise or even
confidentiality. Due to the fact that services are

primarily labor driven, the researcher did expect the
“l abor as a percentage of cost” to be high and of course

it was. Vendi ng nachine operations require very little
adm nistrative action and fit into the non-conpl ex category
very well. The researcher was surprised to see that “I|abor
as a percentage of cost” was categorized as advanced for
the sinple reason that a very small amount of total service
cost is expended on |abor. Vendi ng nachine costs are

heavily weighted to the hardware and product (goods) costs.
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4. Heal th Servi ces

This group consisted of nedical and dental services as
well as COccupational Safety and Health Adm nistration
(OSHA) servi ces. Ranges for nedical and dental services
went from basic to advanced whereas the ranges for OSHA
went from non-conplex to internediate. The researcher did
not believe that these two services fit together as a group
due to the nature of the functions and where the nean
values fell wthin the <classification supported this.
Wile not a significant difference, the two services were
in separate categories. The nmean values for OSHA fell in
the basic category in six of the twelve characteristics
with half of those in the |lower one-third of the category
range. O those that were in the internmediate category (4
of 5), three of the five were in the lower one-third
category range. The researcher interpreted this to nean
that OSHA services should be categorized as basic. Medical
and dental services clearly fell in the internediate
category as six of seven of the characteristics that fell
in this category were in the upper (two of six) and mddle

(four of six) one-third of the category range.

Health Services

Service Category
Medical and Dental |Intermediate
2|0OSHA Basic

Tabl e 23. Services Goup 4.

—_—

Table 23 presents the Health Services group with the
two services each in a different category. The researcher
expected Medi cal and Dental services to be in the
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internedi ate group as professional services usually require
a great deal of expertise. This service was no exception
and in fact, had the single highest mean value for any
characteristic in the entire survey. The researcher felt
that OSHA nean values could have been affected because of
subjectivity and potential preconceptions regarding the
role OSHA plays in the Federal Governnent.

5. | ndustrial Shops and Services

This group consisted of the followng services: (1)

Machi ne, carpentry, and electrical, (2) Plunbing, air
conditioning and heati ng, (3) Fire prevention and
protection, (4) Custodial and janitorial, (5) Refuse

col l ection and processing. This group was the |argest and
appeared to have three separate groups wthin. The first
two services were the industrial shops and they ranged from
non-conplex to basic and with respect to where the nean
values fell within a category, were alnost mirror inages of
each other. They fit securely in the basic category. The
next service, fire prevention and protection, ranged from
non-conpl ex to advanced and while the nean values fell in
primarily the basic and internmediate categories there was
no real hard evidence suggesting that it fit in either
category well. It could have gone in either category but
because of the service group the researcher classified it
as basic. The remaining two services, custodial and
janitorial and refuse collection and processing, were also
very simlar. Custodial and janitorial services ranged
from non-conplex to advanced and refuse collection and

processi ng servi ces ranged from non- conpl ex to
i nt er nedi at e. The mpjority of nean values for both of
t hese services fell in the non-conplex range (six of 12 for
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both) but the nean values for the other characteristics
were high enough to support categorizing these services as
basi c. The bottom line is that while there were sone
differences within the individual services of this group
they all fell in the basic category.

Industrial Shops and Services

Service Category
Machine, Carpentry &
1|Electrical Basic
2|Plumbing, AC & Heating |Basic
3|Fire Prevention/Protection |Basic
4

Custodial & Janitorial Basic
Refuse Collection &
5[Processing Non-complex
Tabl e 24. Servi ces Group 5.

Table 24 presents the Industrial Shops and Services
group, which are made up of trades and blue-collar type
wor K. For each of the individual services, “labor as a
percentage of cost” had a very high nmean value and was
categorized at or above the internediate |evel. This is
due to the fact that these types of services are
predom nantly dependent on | abor. Therefore, |abor rates
and | abor hours are a significant element to be considered
when procuring these types of services.

6. Managenment Support Services

Fi nancial and payroll services was the only service
chosen from this group as it was the only one out of the
OMB Crcular A 76 Ilisting that the researcher deened
pertinent to this research. The category range was from
basic to advanced. Seven of the twelve characteristic nean
values fell in the internediate category, however, five of

the seven were in the |lower one-third suggesting that this
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service could easily be in the basic or internediate
cat egory. The researcher makes this observation only to
support that this service mght have been a better fit in
the next group of services, Ofice and Admnistrative
Services, based on the simlarities of ranges and where the

val ues fell.

Management Support Services

Service Category
Financial & Payroll |Intermediate

—_

Tabl e 25. Services G oup 6.

Table 25 presents a single service that was selected
from the Managenent Support Services group. This service
plays a critical role in ensuring enployees are paid but
nore inportantly for the pricing structure that the service
conpany enpl oys. The characteristics *“labor as a
percentage of cost” and “expertise” are inportant factors
for this service due to labor hour and I|abor rate
calculations as well as the degree of know edge necessary
for managi ng budgets and funds.

7. Ofice and Adm nistrative Services

This group consisted of the followng services: (1)
Wbrd processing and data entry, (2) Financial auditing, (3)
Material managenent and (4) Supply. The researcher
initially thought that word processing and data entry were
correctly grouped but the classification scheme suggests
not or at the very least it is not at the sanme end of the
spectrum The category ranges varied from non-conplex to
advanced with the mpjority (seven of 12) of nean val ues
falling in the basic category. O the seven nmean values in

the basic category, five of them were in the |ower one-
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third of the category range. That m ght suggest that the
proper category should be non-conplex but three of the four
nmean values in the non-conplex category were in the upper
one-third of the category range. The researcher felt that

this justified leaving this service in the basic category

al though at the |ower end. The remaining three services
all fit somewhere in between the basic to internediate
cat egori es. Financial and payroll services were very

simlar to material managenent and supply services but fit
even better wth the previously nentioned financial
accounti ng. The category range for financial and payrol
services was from basic to advanced with the vast majority
of nmean values falling in the internmediate category.
However, just as was the case with financial auditing, the
mean values that fell in the internediate category range
were primarily in the lower one-third (five of seven).
This suggests that this service could fit into either
category of basic or internediate. The next two services,
mat eri al managenment and supply were very simlar in many
respects. First, they both had categories ranges from
basic to intermediate. Second, each had nmean values in the
basic category that were in the upper one-third of the
category range. Mat eri al managenent had six of seven nean
val ues that were in the upper one-third and supply had four
of six in the upper one-third basic category range. Once
again, this suggests that these services could fit into
either basic or internediate. Al five of the services in
this group could be placed in the basic category and wth
the exception of word processing and data collection could
just as easily be placed in the internedi ate category.
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Office and Administrative Services
Service Category
Word Processing & Data
1|Entry Basic
2|Financial Auditing Intermediate
3|Material Management Basic
4|Supply Basic
Tabl e 26. Services Goup 7.

Table 26 presents Ofice and Adm nistrative Services

and as the nane suggests, these services are classified as

adm nistrative in nature. However, as they are services
there is still a large anmount of manual |abor involved and
that serves to drive |abor hours up. As the researcher

expected, wth |abor being the largest category of cost,
the characteristic of “labor as a percentage of cost” would
consistently have the highest nean value across these
servi ces.

8. O her Services

This group consisted of three distinctly different
services and they were, laundry and dry-cleaning, mapping
and charting, and training. In every respect these
services cane out differently. They differed on category
ranges as well as the category that they ultinmately ended
up in. Laundry and dry-cleaning ranged from non-conplex to
internediate and the nmean values fell in the non-conpl ex
category for eight of the twelve characteristics. O the
four remaining characteristic nean values, three were in
the basic category and were all in the lower one-third of
t hat category range. The researcher expected that napping
and charting services wuld be sonewhere in the

internediate range based on the perceived conplexities
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involved with these processes. However, the data suggest
that mapping and charting services are definitely basic in
nat ur e. The category range was from basic to internediate
but nine of the twelve nmean values were in the basic
category and of the remaining three in the internediate

category, two of the three were in the |lower one-third of

the range category. The remai ning service, training, was
wi t hout a doubt in the researcher’s mnd in the
i nternedi ate category. The category range was from basic

to advanced with seven of the twelve characteristic mnean
values in the internedi ate range. Only two of nean val ues
that fell in the internediate range were in the |ower one-
third of that category range. Conversely, of the four nean
values in the basic category, three of them were in the
upper one-third of the category range. For the three
services in the Oher Services group they were each
different and that was not only outwardly evident but also
evi denced by the differences in which category they fell.

Other Services

Service Category
Laundry & Dry-cleaning |Non-complex
2|Mapping & Charting Basic
3[Training Intermediate

—_

Tabl e 27. Services G oup 8.

Table 27 presents O her Services, which is the nost
diverse group of services and as such is difficult to
characterize as types of professions. The only comon |ink
between these three was the characteristic of “labor as a
percentage of cost”. Once again this is not surprising, as

all three require that a large degree of the service is
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dependent on | abor. This inplies that nore of a focus
should be directed towards |abor hours and |abor rates.
Anot her factor for this group of services that needs to be
taken into account is the subjective nature of these
servi ces. Respondents could have harbored predisposed
opinions regarding one or all of these services thereby
affecting the nean val ues.

9. Communi cat i ons System

Base comunications was the only service in this
group. This service could easily be classified as basic or
internediate as the nean values were alnost evenly
distributed between the two. The category range was from
basic to advanced with half of the nean values falling in
the internediate category and five of the remaining six
falling in the basic category. Al of the values that fel
in the basic category were in the mddle or upper one-third
of the category range. \Wereas, four of the six values in
the internediate category were in the |ower one-third of

t he category range.

Communications Systems

Service Category
Base Communications |Intermediate

—_

Tabl e 28. Services Goup 9.

Tabl e 28 presents another group of services in which
only one service was selected. Based on the characteristic
mean values this service should be in the internediate
cat egory. O note, “risk to Governnent” had the highest
mean value for the 12 characteristics in this group. Based
on the fact that the Federal Governnent is dependent on the
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ability to communicate in order to acconplish the day-to-
day busi ness of defending our country, this makes sense.

10. Printing and Reproduction

Printing, copying and duplication nake up the only
service of this group. This service ranged in categories
from non-conplex to internediate with nine of the twelve
mean values falling in the basic category. The researcher
expected this service to be in the basic category due to

the nature of the services provided.

Printing and Reproduction Services

Service Category
Printing, Copying &
Duplication Basic

Tabl e 29. Servi ces G oup 10.

—_

Tabl e 29 presents the service of printing, copying and
duplication, which is the only one in this particular
group. This service was tightly aligned to the basic

category due in large part to the very nature of the

function being provided. The only outliers for this
service were the following characteristics, “labor as a
percentage of cost”, “custom zation” and “conpetition”

“Labor as a percentage of cost” can be explained by the
fact that this service requires a high degree of nanual
| abor and is the nobst inportant elenent in this service.
The other two characteristics both fell in the non-conpl ex
category. “Custom zation” is easy to reason why because of
the clear-cut function of the service. For “conpetition”,
the researcher has nade the assunption that a |arge nunber

of providers are willing and able to provide this type of
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service and that reduces the inportance of conpetition in
general .

11. Landscapi ng Services

Landscaping is the only service in this group. Wile
the category range went from non-conplex to internediate,
half of the mean values fell in the non-conplex category.
There were four nmean values in the basic category but three
of them were in the |lower one-third of the category range.
The researcher expected these results for this service
based on personal experience and the nature of the services

provi ded.

Landscaping Services

Service Category

—_

Landscaping |Basic

Tabl e 30. Servi ces G oup 11.

Table 30 presents the services group of Landscaping

Services, which only includes the service of |andscaping.

This service is primarily one of manual [|abor and as
expected, the characteristic “labor as a percentage of
cost” had the highest nean value for this service. Thi s
service, like many others, is inpacted by Departnment of

Labor wage rate determ nations and can affect [|abor hours
but nore inportantly, |labor wages that could present
probl enms t hroughout the Iife of the contract.

12. Security

Once again, this was the only service in this group
The category range went from basic to advanced and was
sonewhat evenly spread anongst the three categories. Five
of the mean values fell in the internmediate category but of
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the five, three were in the lower one-third of the category
range. Four of the nean values fell in the basic category
and three in the advanced category. This service could fit
in either the basic or internediate category. The
researcher observed that the services of security and fire
prevention and protection were very simlar in both scope
of work as well as were the nean values fell for the stated

characteristics.

Security Services

Service Category
Security [Intermediate

Tabl e 31. Services Goup 12.

—_

Table 31 presents Security Services, which as an
i ndi vi dual service had characteristics that fell in a wde
range across the categories. As a service it would have to
be categorized as internediate due to the fact that the
majority of characteristics nean values were consistently
hi gh. “Labor as a percentage of cost” was considered of
significant inportance, as were “confidentiality” and “risk
to Governnent”. Security Services entails a greater need
for the characteristic “confidentiality” than the norma
| ogistics services due to the wunique nature of DoD.
Security enconpasses a large area of responsibility in
ensuring national security and requires a high degree of
“confidentiality” especially when contracting for security
servi ces. “Risk to Government” goes hand in hand wth
confidentiality and it was not surprising to note that
these two characteristics were categorized as advanced wth
“l abor as a percentage of cost”.

13. Transportation Services
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This group of services consisted of the followng
services: (1) Bus and shuttle, (2) Mtor pool operations
and (3) Vehicle operations and maintenance. This group of
services was very simlar with sonme very slight
di f f erences. They all shared the sanme category range from
non-conplex to internediate and the nean values tended to
cluster in either non-conplex or basic. As a rule, this
group tended to fall in the basic category. The researcher
expected there to be a high degree of simlarity for this
group, as they did not appear to differ very nuch in scope
of work. CQCbviously, a bus and shuttle service is different
from notor pool operations but the bottomline is that they
all deal with vehicles and they fit cleaning in the group

of transportation. Half of the nmean values for bus and
shuttle services fell in the non-conplex category and were
all in the mddle (three of six) to upper (three of six)

one-third of the category range. Five of the remaining six
characteristic nmean values fell in the basic category with
three of those being in the mddle one-third of the
category range. As expected, notor pool operations were
just a little nore involved than bus and shuttle services.
Nine of the twelve characteristic nmean values fell in the
basic category however; five of those were in the |ower
one-third of the category range. There were two nean
values in the non-conplex category but both were in the
upper one-third of the category range. Vehi cl e operations
and nmi ntenance was very simlar to notor pool operations.
As was the case with notor pool operations, this service
al so had nine of twelve characteristic nean values in the
basic category, but in this case, six of the nine were in

the mddle to upper one-third of the category range. As a
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whol e, this group tended to be in the basic category but in

varyi ng degrees according to each service.

Transportation Services

Service Category
Bus & Shuttle Basic
2|Motor Pool Operations |Basic
Vehicle Operations &
3|Maintenance Basic

Tabl e 32. Servi ces Goup 13.

—_

Table 32 presents the services of Transportation
Services and shows that each of the services of this group
is in the basic category. The common trait that these
services share is “labor as a percentage of cost”.
Qobvi ously, these types of services are dependent primarily
on | abor. Labor hours and labor rates will dictate how
this type of service contract is procured. Wiile this is
the predom nant elenment in a service contract of this type,
there were many other characteristics that appeared to be
of significant value, such as, “expertise”, “risk to
Governnment”, and “Governnment attention”.

D. ANALYSI S OF STRATEGQ C PRI ORI TY RANKI NGS

The third and final area that the researcher chose to
anal yze was that of strategic priorities. The strategic
priorities were developed from the rankings submtted by
survey respondents. In order to assist the analysis, the
researcher utilized Tables 14 through 19 in Chapter 1V,
whi ch broke out the strategic priorities in a variety of
ways. Table 14 is a listing of the strategic priorities
ranked in order of frequency count. Tabl es 15, 16 and 17
are the frequency counts for the #1, #2 and #3 rated
strategic priority respectively. Table 18 is a weighted
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scoring for each characteristic and Table 19 is a
curmul ative chart showing each characteristic and its
frequency count or score. These charts were useful in that
they enabled the researcher to determne natural breaks
within the characteristics as well as to determne trends
of the characteristics and where they fell out in relation
to each other. After a brief discussion of each of these
Tables, the researcher wll attenpt to bring them al
toget her and nake observations based on |ooking at all of
the Tabl es as opposed to just |ooking at them as individual
pi eces of information.

1. Anal ysis of Top Three Strategic Priority Rankings

The top three strategic priority rankings were done in
descendi ng order and ranged from 412 points to 60 points.
The points were sinply the total of the nunber of tines

that a characteristic was voted as the first, second or

third in order of strategic inportance by survey
respondents. This first chart was separated into four
groups by establishing natural breaks in the data. In what

qui ckly became a trend, the first tw characteristics
listed were “Labor as a percentage of cost”, wth 412
points and “expertise” with 357 points. The researcher had
expected that “labor as a percentage of cost” would be a
top strategic priority based on the fact that Governnent

resources are shrinking and that DOD in general is trying

to identify <creative ways to fund all of the nany
requi renents it has. PBSA is a way to help reduce costs
and still meet Governnment requirenents. The researcher

deened the second grouping of characteristics as a natura
break. “Conpetition” with 293 points, “custom zation” with
267 points, and “neasurability” with 233 points. The next
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break was determined to be at the characteristic for
“conpl exity”, whi ch had 192 poi nt's, fol | oned by
“perishability”, “Governnent attention”, “stability” and
“risk to Government” wth 147, 137, 128 and 122 points
respectively. The final group also quickly becane a trend
with “confidentiality” and “negotiation” rounding out the

bottomw th 82 and 60 points respectively.

The characteristic “labor as a percentage of cost” is
and should be the predomnant elenment in the process of
contracting for services. Wile |abor hours are inportant,
it is the labor rates that can and wll affect prices.
Many factors contribute to this, such as Departnent of

Labor wage rate determnations |labor classifications
depending on specific regions or even service. The
characteristic “expertise” was al so hi ghl y ranked
throughout this process and that is a function of

i ndi vidual services and the type of services provided.
Professional, admnistrative and trade services can al
require a high degree of expertise in order to effectively

provi de a service.

At the other end of the spectrum the characteristics
for “negotiation” and “confidentiality” consistently scored
very |ow. This is due to the fact that services are
primarily contracted using the seal ed bidding method which
requi res no negotiations. The need for confidentiality is
limted to technical areas such as |IT and security.
| nherently, there is not a great need for secrecy when

doi ng | andscapi ng or custodial worKk.
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2. Anal ysi s of Frequency Ranki ngs

The next set of data analyzed was the Tables that
depicted charts of the characteristic order based on
frequency that a strategic priority was cited first, second
or third.

Table 15 presents characteristics in order of
frequency count that were ranked #1 as a strategic
priority. These characteristics were assigned points for
each occasion that they were ranked as a #1, #2, or #3.
These points were summed together to form an unweighted
total . The researcher has broken this chart into three
groupings in order to better differentiate the data. The
first grouping was once again, “labor as a percentage of
cost” with 215 points and “expertise” wth 150 points,
which was to be expected based on the previous total
frequency count. The next group started out in rmuch the
same way that the total frequency count did as expected
with “conpetition” with 95 points, and “custom zation” with
83 points. Rounding out this second group was “conplexity”
with 73 points and “perishability with 65 points. The |ast

group contained the followng characteristics and their

respective points: “risk to CGovernnent”; 37, “stability”;
25, “measurability; 18, “Gover nnent attention; 17,
“confidentiality”; 17, and “negotiation”, 15. The maj or

change was that “neasurability” dropped significantly which
appears to be the result of “labor as a percentage of cost”
and “expertise” accounting for 45 percent of the total
points and that “neasurability” is extrenmely high for the
#2 and #3 strategic priority rankings. Once again,
“confidentiality” and “negotiation” were ranked | ast.
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As previously discussed, “labor as a percentage of
cost” and “expertise” were the top two characteristics.

Services are inherently labor oriented and thus dictate

t hat speci al attention shoul d be pai d to this
characteristic. “Expertise” can be related to how
di fferent services are classified, i.e., | abor
classifications around specific services. Health care
professionals, information technology experts and even

| aborers with specific skills in trades require a requisite
anount of know edge that is deened essential in providing

the services required by the Federal Governnent.

“Negotiations” and “confidentiality” and why they
consistently rank last has been addressed and does not

require further discussion.

Table 16 presents characteristics in order of
frequency count that they were ranked #2 as a strategic
priority. This set of characteristic rankings was also
broken into three groups based on where there were breaks
in the nunbers. The first group was essentially the sane
with the top two characteristics switching places.
“Expertise” with 125 points and “labor as a percentage of
cost” with 120 was first and second respectively. The next
group consisted of “neasurability” wth 103 points,
“conpetition” with 95 points, “conplexity” with 86 points
and “Governnent attention” with 75 points. The final group

of characteristics that were ranked as the #2 strategic

priority were “stability” wth 46 points, “risk to
Government” with 39 points, “confidentiality” wth 36
points, “perishability” wth 32 points, *“custonization”

with 27 points and “negotiation” with 26 points. This was
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the only case where “confidentiality” did not finish next

to last with “negotiation”.

Table 17 presents characteristics in order of
frequency count that they were ranked #3 as a strategic
priority. This set of rankings differed from the previous
t wo because t he resear cher chose to br eak t he
characteristics into four groupings vice three. This was
done due to the fact that there were not as clear-cut
natural breaks between the groups. For the first tine,
“l abor as a percentage of cost” and “expertise” were not at
the top of the |list. This make sense because many
respondents had ranked them #1 or #2 previously so there
were not that many left to go around. However, they were

both still in the top five indicating the respective
importance of both in the eyes of the respondents. The
first grouping consisted of “customzation” wth 157

points, “measurability” with 112 points and “conpetition”
with 103 points. These three characteristics while not in
the top two until this point seemto be in the top five.
The next group consisted of “expertise” with 82 points and
“l abor as a percentage of cost” with 77 points. The third
group starts W th “stability” W th 57 poi nt s,
“perishability” with 50 points, “risk to Governnent” wth
46 points and ends up with “Governnent attention” with 45
poi nt s. These characteristics consistently tends to be
toward the mnmddle to lower part of the pack possibly
indicating that their relative inportance is dependent on a
gi ven situation. The fourth and final group consisted of
“conplexity” with 33 points, and “confidentiality” with 29
points and last again, “negotiation” wth 19 points.

“Conplexity” being at the bottom appears to be an anonaly
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as it had consistently been in the upper levels of the
r anki ngs. The fact t hat “confidentiality” and
“negotiation” were always at the bottom of the rankings may
be related to how |l ogistics services are perceived and how
they relate to PBSA

Wrth noting is the fact that for the first tine
“labor as a percentage of cost” and “expertise” were
neither one nor two. This is sinply based on the fact that
nost respondents ranked these two characteristics as either
the first or second place. It only nade sense that another
characteristic wuld be <cited as the nunber three
characteristic ahead of “labor as a percentage of cost” and

“expertise”.

In order to tie the frequency count and the strategic
priority rankings all together the researcher felt that a
wei ghted value ranking wuld help to increase the
visibility of t hose characteristics t hat recei ved
recognition by the respondents, but not enough to be
considered an overall #1 ranking. This would ensure a nore
equitable distribution for all the characteristics and the
priority rankings. As discussed in Chapter 1V, the
wei ght ed averages assigned for each first, second or third
ranking were “57, “3” and “1” respectively. Table 18
presents the characteristics in order of rank by their
wei ght ed scores. For this chart the researcher broke the
characteristics into four groups, which enabled a better
conmpari son against the frequency count of the top three
strategic priorities as depicted in Table 14 of Chapter IV
and di scussed previously in this chapter. The first group

was of course, “l abor as a percentage of cost” with a

99



score of 1512 and “expertise” with a score of 1207. This
group tracked with the unwei ghted scores of Table 14. The
next group was “conpetition” with 863 points, “conplexity”
with 656 points and “custom zation” with 653 points. The
only difference fromthe unwei ghted rankings for this group
was that “conplexity” and “measurability” sw tched groups.
Thi s was not sur pri sing due to t he fact t hat
“measurability” received a large portion of points when it
was cited as the #3 strategic priority and “conplexity”
scored a higher proportion on the #l1 strategic priority.

Base on the assigned point values for the weighted scores,

“conplexity” would have to be ahead. The next group
consi sted of “measurability” W th 511 poi nt s,
“perishability” wth 471 points, “Covernnent attention”
with 355 points, “risk to CGovernnent” “stability” wth
348 points and “stability” wth 320 points. Wth the

exception of the switch noted above this group was
basically the same as that of the unweighted scores. Last
but not | east, t he final group consi sting of
“confidentiality” with 222 points and “negotiation” wth
172 points. There were only a couple cases where the
characteristics score ranking were different for the
wei ghted and unwei ghted score and they could be explained

by the relative ranking position as a #1, #2 or #3.

The last chart that the researcher conpiled was Table
19 in Chapter 1V and it represented a conbined frequency
chart with the scores for each  of the tines a
characteristic was cited as #1, #2 or #3, the unweighted
total and the weighted total. This allowed the researcher
to determne the top three and the bottom three

characteristics according to the respondent’s inputs and
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the researchers’ data anal ysis. The top three were not a
surprise and they were: (1) “labor as a percentage of
cost”, (2) “expertise”, and “conpetition”. “Labor as a
percentage of cost” was easy to determne, as it was the #1
ranked characteristic in three of the five charts, second
in another and fifth on the remaining chart. The second
hi ghest strategic priority was “expertise” and was just as
easy to determne as it was the second ranked
characteristic in three of the five charts, first in
another and fifth on the remaining chart. Fortunately, the
third highest strategic priority was just as sinple. It
ranked third in four of the five charts and fourth in the
remai ni ng chart. After the top three strategic priorities
there was a significant drop in points and not a |ot of
distinction between the characteristics. However, by
ranking the remaining characteristics by the weighted
scores the researcher was able to generate a |list of the
top strategic priorities. This information is presented in
Table 19 of Chapter 1V The researcher felt that an
i nportant aspect of this chart was to determ ne the bottom
three characteristics according to strategic priority.
Just as with the top three, the bottom three was very easy
to determne and not just by wusing the weighted scores.
The bottom three in order of strategic priority was
“negotiation”, “confidentiality” and “stability”.
“Negotiation was the |ast characteristic in all five of the
charts. “Confidentiality” was next to last in four of the
five charts. “Stability” was ranked tenth in the weighted
score but received the distinction of being ranked in this
dubi ous category primarily by virtue of the nunber of tines

cited as a #1 ranked strategic priority.
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E. SUMMVARY

This chapter has detailed the results of the
researcher’s efforts to analyze the data collected and to
determine if by utilizing the classification schene
developed by Allen, this research effort could develop a
cl assification schene for | ogi stics services t hat
incorporates the principles of PBSA nmanagenent into the
procurenent process. By acconplishing this, it is hoped
that the acquisition workforce could nore easily identify
adverse performance trends, incorporate netrics that are
predictive in nature and allow for overal | better
managenent of PBSA contracts. A classification schene for
| ogistics services is intended to assist in properly
grouping together |ike services to assist in identifying
potential candidates for PBSA Addi tionally, by conparing
the salient characteristics and grouping |ike services in a
strategic manner it wll help to enable trend analysis,
correct deficiencies, inprove performance and ultimately
enable the Departnent of Defense to realize a return on

i nvest nent for PBSA contracts.

The next chapter will hi ghl i ght the resultant
concl usi ons of this research effort and provi de

reconmendations for further research efforts.
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VI . CONCLUSI ONS AND RECOMMENDATI ONS

A | NTRODUCTI ON

This purpose of this chapter is to present conclusions
and recomendations based on the research effort. The
primary and subsidiary research questions will be addressed
and the chapter wll conclude with recomendations for

areas of further research
B. CONCLUSI ONS

Several conclusions can be drawn from the research
conducted in this study.

1. Val idation of the Al en Mdel

The researcher concluded that the Allen nodel was
appropriately constructed to accurately classify |ogistics
servi ces. In addition, it accurately reflected the Kkey
characteristics in categories that should be considered
when contracting for logistics services. It further
illustrated that it is indeed possible to «classify
| ogi stics services by characteristics.

2. Most | nportant Characteristics

The characteristics, “labor as a percentage of cost”
and “expertise”, should be considered the nost critical
whenever constructing per f or mance wor k st at enent s,

eval uation schemes and contract admnistration efforts.
These characteristics were consistently rated as the nost
i mportant and should always be considered when devel oping
and executing contracts for |ogistics services.

3. Least Inportant Characteristics

It should be noted that none of these characteristics
can or should be totally ignored during the procurenent
process and that all add sone value. However, the
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characteristics, “negotiation” and “confidentiality” appear
to be the least inportant in the classification of
| ogi stics services. Therefore, the amount of attention
given to the consideration of these characteristics should
be addressed accordingly.

4. Subj ective Nature of Characterizing Services

Any classification schene that categorizes services
will require subjectivity on both the researcher and survey
popul ati on. The selection of the types of services and
what each of those services my nean to individua
respondents requires one to draw on personal experiences
and potential bias that could affect the outcone. The
twelve characteristics developed for this research also
requi red a degree of subjectivity despite the fact that the
definitions and scales were provided for each. The
researcher wutilized a scoring nmatrix that attenpted to
mtigate the subjective nature but understood that a degree
of subjectivity was unavoi dabl e. The researcher relied on
the respondents’ high degree of know edge and experience
within the procurenent field to ensure reliable data were
provi ded.

5. The Right Mx of Characteristics

The research effort conducted by Alen involved
reducing the total nunber of characteristics (from 12 to
eight) that the classification schene would use to
categorize services. The researcher concurs that
elimnating sone of the characteristics would have been of
val ue. The researcher concluded that not all of the
characteristics contributed to the sanme degree in the
classification of |logistics services. Based solely on
where the natural breaks occurred in the strategic priority
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ranki ngs, the researcher could have elimnated four to six
of the characteristics. The researcher determ ned that the
following characteristics were of +the nobst significant
value in classifying logistics services: (1) “Labor as a
percentage of cost”, (2) “Expertise”, (3) “Conpetition”,
(4) “Complexity”, (5) “Custom zation”, (6) “Measurability”,
and (6) “Parishability”.

6. Logi stics Services are Basic to Internediate

The categorical titles assigned to the classification
system utilized t he fol | ow ng: Non- conpl ex, Basi c,
| nt er medi at e, Advanced and Conpl ex. The researcher
determ ned through the research effort that the majority of
| ogistics services fell into the basic and internediate
cat egori es. This makes intuitive sense as nmany of the
services that constitute |ogistics services inherently seem
to be basic or internediate in nature. Wiile there are
| ogistics services that fall in other categories (IT,
Vending Machine Operations) the vast majority in this
research fell into one of those two categories. There were
very few services that had nmean values that were in the
conpl ex category, indicating that services are not conpl ex.
C. RECOMVENDATI ONS

As a result of this research effort, the researcher
devel oped the foll ow ng recommendati ons.

1. Furt her Devel opnent of C assification Mdel

The increased enphasis on PBSA and the anount of
dollars spent on services annually, dictates that nore
attention should be directed at developing a classification
system specifically for services. Goods are the primary
focus of Governnment classification systenms such as, FSC,
SIC and the newly inplenmented NAICS. Currently, these
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appear to be the only Governnment classification systens.
However, as nore enphasis is placed on how the Federal
Government procures its services, there is a definite need
for a services classification system A classification
system for |ogistics services would be of significant val ue
to all acquisition professionals.

2. Eval uate the Model with Different Popul ations

The nodel should not be |limted to just the broad area
of services. It should extend to many different groups of
services in order to facilitate conparisons of individua

services and groups of services against i nformation
collected in this research effort as well as that of
ot hers. Services are conprised of a large nunber of

activities and they could be evaluated to gain insight into
where to concentrate efforts for additional classification
schenes.

3. The Rol e of the Top Characteristics

Contracting activities shoul d i ncor porate t he
knowl edge gained from this research of the nobst and | east
i nportant characteristics into the procurenent functions.
The characteristics, “labor as a percentage of cost” and
“expertise” should be flagged in such a way that a
significant anpunt of attention is placed on the role they
have in the procurenent process. \Wenever procurenents for
| ogi stics services are bei ng construct ed serious

consi deration should be given to these characteristics.
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4. The Rol e of the Least Inportant Characteristics

In much the same way as wth the npbst inportant
characteristics, the least inportant characteristics are
worthy of sone attention as well. The know edge gai ned
fromthis research will allow acquisition professionals to
stream ine the procurenent process through a process of
el i mnation. Al'l of the characteristics are inmportant in
their own right however, the data in this research have
shown that “negotiation” and “confidentiality” are the
| east inportant characteristics in strategic priority for
| ogi stics services. Arnmed with this know edge, contracting
personnel should give serious consideration to using these
characteristics when constructing per f or mance wor k
statenments, evaluation criteria and contract adm nistration
pl ans in support of procurenents for |ogistics services.

5. Furt her Eval uation of the Allen Mdel

Future research efforts should exami ne the Allen node
and use it for evaluating services. Additionally, it
shoul d be continuously validated. The characteristics by
whi ch services are classified should also be researched and
eval uat ed. O significant value would be to create and
evaluate different characteristics that mght inpact the
way the Federal CGovernnent procures |ogistics services.
D. RESEARCH QUESTI ONS

This section provides summary answers to the research
guestions from Chapter |I. The primary research question

that this thesis attenpted to answer was:

. What would be the essential features of a
t axonom cal structure t hat woul d classify
| ogistics services as procured by the Federal
Government and how could this classification be
i ncorporated into PBSA?
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The essential features of the proposed taxonom cal
structure were inherent in the nodel developed by Allen.
By evaluating that nodel the researcher was able to
validate the «classification system and apply it to
| ogi stics services. The key step was to establish the
basis on which the schene was devel oped. The next feature
was the explanation of <characteristics and associated
scales. The data collection process enabled the researcher
to devel op neani ngful data that allowed for an anal ysis and
led to a classification schenme specifically for |ogistics
servi ces. Acquisition professionals charged wth the
responsi bility of admnistering PBSA contracts can benefit
from this research by understanding how | ogistics services
are classified and what characteristics are the nost

strategically inportant.

The follow ng are the subsidiary research questions:

. What is the background and history of Performance
Based Servi ces Acquisition?
As discussed in Chapter I1I, PBSA is not new and in
fact has been around for quite a long tine. It is however

receiving a lot of attention in the acquisition wrld as a
new tool in the acquisition toolbox that will enable the
Department of Defense to achieve the follow ng objectives

(1) Maximze performance, (2) Mximze conpetition and
i nnovation, (3) Encourage and pronote the use of comerci al
services, (4) Shift risk from Government to Industry and
(5) Achieve savings. Chapter 1l is dedicated to the
background and hi story of PBSA

. VWhat is an appropriate classification schene for
| ogistics services as related to Performance
Based Services Acquisition?
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The appropriate classification scheme for |logistics

services is the nodel used in this research effort. The
nodel sufficiently <classified the selected |ogistics
services by where they fell in groupings related to

strategic priority rankings and category titles.

. VWhat are the challenges facing perfornmance Based
Services Acquisition and what does the future

hol d?
It is inmportant to understand the recent enphasis on
PBSA. As nentioned, the Federal Governnent spends over
$200 billion and half of that is on services. Downsi zi ng

has inpacted the way services are procured and has resulted
in outsourcing to stemthe tide. Reductions in requirenments
that are resource constrained can nean |ess oversight for
the Governnent (Insight vs. Oversight). In addition, there
have been significant savings, increased conpetition and
i mproved innovation resulting from PBSA initiatives. As
the Departnment of Defense noves forward in this era of
acquisition reform and the Revolution in Mlitary and
Busi ness Affairs, PBSA will continue to be a nmjor factor

in the way that the Government conducts procurenent

busi ness.
E. RECOMVENDATI ONS FOR FURTHER RESEARCH
1. Develop a Cdassification for PBSA Performance

Metrics
There is an enphasis on neasuring perfornmance within
PBSA but there is not a standard set of netrics that would
enable an activity to easily quantify or qualify their
per f or mance. A standardized set of netric could be a
baseline that activities could use as appropriate and still
develop and tailor their own netrics.
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2. Conduct an Anal ysis of Current PBSA Contracts

An analysis of logistics services contracts such as
t he Bal kans Support Contract and the LOGCAP Contract could
add to the body of know edge regardi ng PBSA.

3. Develop a Cassification for a Different Service

Develop a «classification schene for a different
service or evaluate the Allen nodel wusing a different
servi ce. There are many opportunities to examne the
classification scheme within the PBSA franeworKk.
F. SUMMVARY

This chapter presented conclusions and recomendati ons
from this research. It also provided answers to the
primary and subsidiary research questions. The chapter
concluded wth recomendations for areas of further
resear ch.
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APPENDI X A. DATA CCOLLECTI ON PACKAGE

Naval Postgraduate School
Mont erey, CA 93943- 5000
(831) 649-4648 (hm

My nanme is Don Hughes, LCDR, SC, USN, and | ama student in
contract managenent at the U.S. Naval Postgraduate School .

| earnestly need your assistance in an effort to further
devel op a classification schenme for Government procured
services. Briefly:

A C assification Mddel has been developed into a Matrix
based on an existing nodel created and refined by previous
Naval Postgraduate School thesis students (Wenger, 1990 &
Allen, 1991). | amin the process of analyzing sel ected

| ogi stics services to determ ne how and where they
strategically fit into this nodel

This Matrix needs to be tested and refined. It would be of
TREMENDOUS hel p if, based on your expertise in Governmnent
procurenent, you would spend 20 to 45 mnutes to fill out
the attached Matrix and return it to ne as soon as
possi bl e.

The Matrix contains a list of thirty services, selected
fromOWB Crcular A-76 and derived from Standard I ndustria
Classification (SIC) codes, as well as twelve
characteristics with which to grade them By gradi ng each
service with those characteristics, and listing your Top
Three Characteristics, you will enable ne to conduct robust
analysis to select an optimal list of characteristics. If
you choose to assist in this effort, the follow ng
procedure i s suggested:

(1) Read the definition (attached) of the first
characteristic;

(2) Grade each service (1-5) using the scale that follows
the characteristic's definition. Please note - scales
shoul d be read closely since sonme nay appear to be counter
intuitive

(3) Repeat steps (1) & (2) for each of the twelve
characteristic’'s
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(4) wite your Top Three Characteristics (in order of
strategic inmportance) on the right side of the Matrix for
each service.

If you wsh to provide coments on characteristic
definitions or scales, please wite them on the back of the
Matri x.

Your I nput Wil | be used to develop a taxonony
(classification) that will increase the body of know edge
of Governnent contract nmnmanagenent. Your assistance would
also be invaluable to ne, personally, and in any event |
would like to sincerely thank you for taking the time to
assist me in this effort.

Very Respectfully,

D. S. Hughes
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CHARACTERI STI C DEFI NI TI ONS & SCALES

The follow ng characteristic definitions, and their
associ ated scal es, are designed to classify services on a
strategic range, fromthe relatively sinple to the conpl ex.

1. Custom zation is the degree to which the production of a
service is nodified fromstandard commercial practice to
conformto a buyer's uni que specifications. Al services
are nodified to sone degree in consideration of

ci rcunstances unique to each custoner, but they will differ
on the magni tude to which inportant procedures, or the
entire service process, are exceptionally custom zed for a
buyer. In general, a greater degree of custom zation wl|l

i ncrease the anount of buyer attention, and contract cost,
necessary to ensure successful service performance.

Scal e

1 - No custom zation

2 - Custom zation does not substantively alter service
producti on

3 - Custom zation substantively alters a few inportant

el enents of service production

4 - Custom zation substantively alters the bul k of

i mportant el ements of service production

5 - The service is produced exclusively for the Governnent

2. Expertise is the degree of professional certification,
skill, and experience required of the principal service
production personnel to produce a service at an acceptable
quality level. H gher levels of required expertise wll
usually increase the difficulty of evaluating service
performance, as well as the extent to which a buyer should
validate the qualifications of service provider personnel.

Scal e

1 - No expertise needed by principal service production
per sonnel

2 - Expertise needed requires brief or inexpensive
training/qualification

3 - Expertise needed requires noderately |engthy or
noder at el y expensive training/qualification

4 - Expertise needed requires very lengthy or very
expensi ve training/qualification

5 - Expertise needed requires extrenely | engthy or
extrenely costly training/qualification
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3. Conplexity is the degree of technical conplexity of
t echni ques or equi pnent used in the scope of service
production. Typically, a high degree of technical
conplexity wll require that a buyer devote substanti al
attention to evaluating the skill |evel or equi pnent
required to produce a service, as well as evaluating
potential providers for those capabilities.

Scal e

1 - Technical conplexity is rudinmentary

2 - Technical conplexity is nodest

3 - Technical conplexity is sophisticated

4 - Technical conmplexity is advanced

5 - Technical conplexity is on the frontier of human

know edge and capabilities

4. Labor Percentage of Cost is the degree to which total
service cost is expended on provider |abor (as opposed to
mat eri al and equi pnent). The proportion of |abor to

mat eri al and equi pnent required to performa service should
affect buyer validation of provider qualifications,
especially in the real mof financing.

Scal e

1 - A nodest amount of total service cost is expended on

| abor

2 - A noderate anpbunt of total service cost is expended on
| abor

3 - The bulk of total service cost is expended on | abor

4 - The vast preponderance of total service cost is
expended on | abor

5 - Alnost all of total service cost is expended on | abor

5. Measurability is the degree of effort necessary to
descri be and neasure acceptable service performance. Wil e
per formance of some services is obvious and readily
neasured, others may necessitate extensive description and
detailed review by a buyer to determne if service
performance satisfies buyer requirenents.

Scal e NOTE: SCALE MAY APPEAR TO BE COUNTER- | NTUI Tl VE
1 - Description and neasurenent of acceptable service
performance i s obvious and al nost effortless

2 - Description and neasurenent of acceptable service
per formance i s unconpli cated
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3 - Description and nmeasurenent of acceptable service
performance is noderately difficult

4 - Description and neasurenment of acceptable service
performance is quite conpl ex

5 - Description and nmeasurenent of acceptable service
performance is profoundly perplexing and intricate

6. Confidentiality is the degree to which rel ease of

i nformati on produced by, or required to produce, a service
may be detrinental to either the buyer or service

provi der. The magni tude of potential damage, whether it be
financial, conpetitive, related to reputation, or to
national security, froma release of service information
determ nes the |l evel of service confidentiality. A high
grade of confidentiality should necessitate extensive buyer
val i dation of provider qualifications for controlling
confidential information.

Scal e

1 — Release of service production information is not at all
potentially detrinmental to the provider or Governnent

2 — Rel ease of service production information would
potentially cause inconsequential danmage to the provider or
Gover nnent

3 — Rel ease of service production information would
potentially cause notable damage to the provider or

Gover nnent

4 — Rel ease of service production information would
potentially cause extensive damage to the provider or

Gover nnent

5 — Rel ease of service production information would
potentially cause enornous danage to the provider or

Gover nnent

7. Risk to the Governnment is the |ikelihood and magnitude
of potential harmto the Governnment that would result if a
service is not conpleted in accordance with cost, schedul e,
or performance specifications. Buyer attention should

i ncrease throughout the entire procurenment process as the
degree of risk to the Governnent escal at es.

Scal e

1 - The likelihood and magnitude of potential harmto the
Government due to service performance failure is

i nsignificant
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2 - The likelihood and nagnitude of potential harmto the
Government due to service performance failure is slight

3 - The likelihood and nmagnitude of potential harmto the
Government due to service performance failure is nodest

4 - The |ikelihood and magnitude of potential harmto the
Governnment due to service performance failure is

subst anti al

5 - The likelihood and nmagnitude of potential harmto the
Governnment due to service performance failure i s enornous

8. Buyer Attention is the degree of tine and effort that
buyer personnel typically dedicate to procuring a service.
Personnel allocation, work assignnents, and ot her buyer
organi zation plans and policies should vary with the

di stinctive degree of buyer attention customarily required
by different types of services.

Scal e

1 - Service procurenent requires inconsequential tinme and
effort from buyer personnel

2 - Service procurenent requires mnor tine and effort from
buyer personnel

3 - Service procurenent requires noderate time and effort
from buyer personnel

4 - Service procurenent requires considerable tine and
effort from buyer personnel

5 - Service procurenent requires extraordinary tinme and
effort from buyer personnel

9. Negotiation is the degree to which price, schedule, and
performance criteria are discussed and adjusted by the
buyer and potential service providers during the service
procurenent process. Mire negotiation will generally
require a longer and nore detailed procurenent effort.

Scal e

1 - There is no negotiation between buyer and potenti al
provi ders during the service procurenent process

2 - Negotiation is insignificant between buyer and
potential providers during the service procurenent process
3 - Negotiation is neaningful between buyer and potenti al
providers during the service procurenment process

4 - Negotiation is extensive between buyer and potenti al
provi ders during the service procurenent process
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5 - Negotiation is critical and conprehensive between buyer
and potential providers during the service procurenent
process

10. Conpetition is the degree to which nultiple, autononous
providers are willing and able to produce a service.
Typically, the intensity of conpetition will influence
buyer selection of contract type, as well as the extent to
whi ch price is the dom nant source-sel ection factor

Scal e NOTE: SCALE MAY APPEAR TO BE COUNTER- | NTUI Tl VE

1 - Numerous autononous providers are willing and able to
produce the service and are very aggressive in their

wi | lingness to do so

2 - It is quite easy to find several providers who are
willing and able to produce the service

3 - It is unconplicated to find a few autononous providers
who are willing and able to produce the service

4 - It is difficult to find a few autononous provi ders who
are willing and able to produce the service

5 - 1t is extrenely difficult to find a provider willing

and able to produce the service

11. Stability is the degree to which inportant schedul e and
performance criteria of a service remain the same over a
period of time. A nore stable service will typically
require less attention on the part of the buyer.

Scal e NOTE: SCALE MAY APPEAR TO BE COUNTER- | NTUI Tl VE

1 - Any alteration to schedule or performance criteria is,
at nost, trivial for extrenely |lengthy periods of tine

2 - Inportant schedule or performance criteria sel dom
undergo significant alteration

3 - Inportant schedule or performance criteria infrequently
undergo significant alteration

4 - Inportant schedule or performance criteria frequently
undergo significant alteration

5 - Inportant schedule or performance criteria al nost

constantly undergo significant alteration

12. Perishability is the length of tinme that the product of
service performance is beneficial to, or consuned by, the
buyer organization. A service wth a relatively high degree
of perishability will be consunmed al nbst instantaneously,
whil e the product of other services may provide benefits
for many years.
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HANK YOU FOR USI NG THESE DEFI NI TI ONS AND SCALES!
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TOP THREE
CHARACTERISTICS IN
ORDER OF
STRATEGIC
IMPORTANCE

1. Audiovisual services

2. Photographic processing

3. Arts & Graphics services

4. IT services - facilities management

5. IT equipment, installation, ops &
maintenance

6. IT programming, design & analysis

7. Food service operations

8. Vending machine services

9. Medical & Dental services

10. OSHA services

11. Machine, carpentry & electrical
services

12. Plumbing, Air conditioning &
Heating services

13. Fire prevention/protection services

14. Custodial/Janitorial services

15. Refuse collection & processing

16. Financial & Payroll services

17. Word processing, data entry

18. Financial auditing services

19. Material management

20. Supply services

21. Laundry/Dry-cleaning services

22. Mapping & Charting services

23. Training

24. Base communication services

25. Printing & reproduction services

26. Landscaping

27. Security

28. Bus/shutle service

29. Motor pool operations

30. Vehicle operations & maintenance
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APPENDI X B. OB Cl RCULAR A-76 LI ST OF SERVI CES

Audi ovi sual Products and Servi ces

Phot ography (still, novie, aerial, etc.)
Phot ogr aphi ¢ processi ng (devel opi ng, printing,
enlarging, etc.)

Fil m and vi deotape production (script witing,
direction, animation, editing, acting, etc.)
M crofilmng and ot her m croforns

Art and graphics services

Distribution of audiovisual materials
Reproduction and duplication of audiovisual products
Audi ovi sual facility managenent and operation
Mai nt enance of audi ovi sual equi pnent

Automatic Data Processing

Food

ADP services - batch processing, tine-sharing,
facility managenent, etc.

Programm ng and systens anal ysis, design, devel opnent,
and simul ation

Key punching, data entry, transm ssion, and

t el eprocessi ng services

Systens engineering and installation

Equi prrent installation, operation, and mai ntenance
Servi ces

Qperation of cafeterias, ness halls, kitchens,
bakeries, dairies, and conm ssaries

Vendi ng machi nes

| ce and wat er

Heal th Servi ces

Surgical, nedical, dental, and psychiatric care
Hospitalization, outpatient, and nursing care
Physi cal exam nati ons

Eye and heari ng exam nati ons and manufacturing and
fitting gl asses and hearing aids

Medi cal and dental |aboratories

D spensari es

Preventive nedicine

D etary services

Veterinary services

| ndustrial Shops and Services

Machi ne, carpentry, electrical, plunbing, painting,
and ot her shops

| ndustrial gas production and recharging

Equi prent and instrunent fabrication, repair and
cal i bration
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Pl umbi ng, heating, electrical, and air conditioning

services, including repair
Fire protection and prevention services
Custodial and janitorial services
Ref use col | ecti on and processing
Mai nt enance, Overhaul, Repair, and Testing
Aircraft and aircraft conponents
Shi ps, boats, and conponents
Mot or vehicl es
Conbat vehicl es
Rai | way systens
El ectroni ¢ equi pment and systens
Weapons and weapon systens
Medi cal and dental equi pnent
O fice furniture and equi prnent
| ndustrial plant equi pnment
Phot ogr aphi ¢ equi pnent
Space systens
Managenment Support Services
Advertising and public relations services
Fi nanci al and payroll services
Debt collection
Manuf acturi ng, Fabrication, Processing, Testing,
Packagi ng
O dnance equi pnment
Cl ot hing and fabric products
Li qui d, gaseous, and chem cal products
Lunber products
Communi cat i ons and el ectroni cs equi pnent
Rubber and plastic products
Optical and rel ated products
Sheet nmetal and foundry products
Machi ned products
Construction materials
Test and instrunentation equi pnent
O fice and Adm nistrative Services
Li brary operations
St enographi ¢ recording and transcri bing
Word processing/data entry/typi ng services
Mai | / messenger
Transl ati on

Managenent i nformation systens, products and

di stribution

Fi nanci al auditing and services
Conmpl i ance auditing

Court reporting
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Mat eri al managenent
Supply services
O her Services
Laundry and dry cl eani ng
Mappi ng and charting
Architect and engi neer services
Ceol ogi cal surveys
Cat al ogi ng
Training -- academ c, technical, vocational, and
speci alized Operation of utility systens (power, gas,
wat er steam and sewage)
Laboratory testing services
Printing and Reproduction
Faci lity managenent and operation

Printing and binding -- where the agency or departnent
is exenpted fromthe provisions of Title 44 of the
U. S. Code

Reproducti on, copying, and duplication
Bl ueprinting
Real Property
Desi gn, engi neering, construction, nodification,
repai r, and mai ntenance of buil dings and structures;
bui | di ng nechani cal and el ectrical equi pnent and
systens; el evators; escal ators; noving wal ks
Construction, alteration, repair, and mai ntenance of
roads and ot her surfaced areas
Landscapi ng, drainage, nowi ng and care of grounds
Dr edgi ng of wat erways
Security
Guard and protective services
Systens engineering, installation, and mai nt enance of
security systens and individual privacy systens
Forensic | aboratories
Speci al Studi es and Anal yses
Cost benefit anal yses
Statistical analyses
Scientific data studies
Regul at ory studi es
Def ense, education, energy studies
Legal /litigation studies
Managenent studies
Systens Engi neering, Installation, Qperation, M ntenance,
and Testing
Communi cati ons systens - voi ce, nessage, data, radio,
wire, mcrowave, and satellite
M ssil e ranges
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Satellite tracking and data acquisition
Radar detection and tracking
Tel evi sion systens - studio and transm ssion
equi pnent, distribution systens, receivers, antennas,
etc.
Recreati onal areas
Bul k storage facilities
Transportation
OQperation of notor pools
Bus service
Vehi cl e operation and mai nt enance
Air, water, and land transportation of people and
t hi ngs
Trucki ng and haul i ng
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APPENDI X C.

VEAN VALUE MATRI X

MEAN VALUE MATRI X

Servi ce CL|l | 3| A4 |G Cc6 C7r | C8 | C |clo|c11 | c12
Audi ovi sual 1.78(2.41(2.15|2.67| 2 2.1512.1112.22|2.26(1.74|1.7 | 2.7
Phot ogr aphi ¢ processi ng 1.59|2.18]2.11|2.41|1.59|2.48 |2.07(2.11|2.22|1.81|1.78| 2.3
Arts & G aphics 2.11|2.56| 2.3 |2.74] 2 2 2 |2.15] 2.3 |1.93|1.81|2.67
IT Facilities Managenent 2.85(3.11| 3 |3.26|2.7|3.22|3.81|3.56|3.48/|2.15|3.07|3.56
I T Equip, Install, Ops & Mitnce 2.7 13.37|3.22|2.67|2.89|3.22|3.74|3.81|3.63|2.11|3.22|3.56
I T Progranm ng, design & analysis |3.56(3.93(3.78(3.85(|3.41| 4 [3.63| 4 4 2.3|3.22|3.85
Food Service ops 2.04|1.89|1.59(3.56|1.96|1.07 |2.19(2.63]|2.59|1.93|1.85|2.15
Vendi ng Machi ne ops 1.56(|1.37|1.26(2.67|1.37|1.04 (1.63[1.52(1.89(1.59(1.48/|2.22
Medi cal & Dent al 2.07|4.04|3.11| 3.3 3 2 3.41|3.26(3.04(2.74|2.15|3. 07
OSHA 1.85(2.96(2.11|3.33|2.81|1.78|2.67|2.37|2.07|2.7 |1.81|2.48
Machi ne, carpentry & electri cal 1.63|2.3]1.81|3.11|2.52|1.29(2.56| 2.3 |2.33|1.67(1.93|3.07
Pl unbi ng, AC & Heati ng 1.63|2.59(1.89(2.88|2.3|1.29|2.52|2.33|2.33|1.67|1.93|3.19
Fi re prevention/protection 1.81|2.81| 2 [3.19(2.44|1.44|3.7 (2.59|2.67|2.26|1.96| 2.7
Cust odi al / Jani t or 1.44|1 1.3 ]1.15(3.44|1.7 |1.18 2 |2.22]2.59|1.59(2.15|2. 37
Ref use Col | ecti on & Processing 1.4411.48|1.26|3.37|1.48|1.44(2.33| 2 |[2.18|1.63| 2 |[2.56
Fi nanci al & Payroll 2.7 12.59| 2.3 |3.59|2.63| 2.7 [3.26(2.74]|2.74|2.41(2.04|3.11
Word Processing & Data Entry 1.7411.89|1.41|3.44(2.19| 1.7 (2.33| 2 |[1.96(1.74| 2 |[2.48
Fi nanci al Auditing 2.63|2.93|2.48(3.85|2.7|2.74(2.89(2.59| 2.7 |2.07(2.15|2.74
Mat eri al Managenent 2.56(2.37|2.47| 3 |[2.56]| 2.3 [3.22]2.96|2.89(2.44|2.56| 3.3
Supply services 2.74|12.37|2.15| 3 |2.59|2.11|3.15|2.74|2.81|2.37|2.52| 3

Laundry & Dry-C eaning 1.56|1.07|1.33|3.04|1.78|1.15|1.7 [1.67| 2 1.7 |1.89]|2.04
Mappi ng & Charting 2.22|2.56(2.33|3.19(2.41|2.37(2.78(2.26|2.41|2.33|2.18|2.74
Tr ai ni ng 3 3 2.3 [3.63|3.26[2.4412.85|2.74|2.89|2.41|2.48|3.07
Base Communi cati ons 2.7 |2.59(|2.22|2.78[2.81|2.85|3.74|3.04|2.93]|2.33|2.59|3.15
Printing, copying & duplication 1.63|1.89(1.85|2.74|1.85|2.11|2.44|2.11|1.81|1.74|2.22|2.18
Landscapi ng 1.67|1.67]1.52|3.19| 2 |1.15|1.3|2.04(2.22|1.52|1.96| 3

Security 3 |2.63] 2 |3.81|2.15|3.52(3.89(2.85|2.7 |2.11(2.37(3.19
Bus/shuttle 1.63|1.52(1.37|3.11|1.37| 1.7 |1.89|2.11|1.96(|1.63|2.26|2.22
Mbt or pool ops 2.15|2.07|1.59(3.11|1.81|1.67 |2.26(2.11|2.07| 2 |[1.89|2.59
Vehi cl e Ops & nmai nt enance 2 |2.78|1.85| 3 |2.22| 1.7 (2.22(2.41(2.22(2.04(2.22|2.59
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APPENDI X D.

| NDI VI DUAL SERVI CE CLASSI FI CATI ONS

SERVI CE: AUDI OVl SUAL
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi at e Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.60| 2.61-3.40 | 3.41-4.20 | 4.21-5.0

Cust omi zati on 1.78 +
Expertise 2.41 +
Conmpl exity 2.15 0
Labor & Cost 2. 67 -
Measurability 2 -
Confidentiality 2.15 0
Ri sk to Govt 2.11 0
Govt Attention 2.22 0
Negoti ati on 2. 26 0
Competition 1.74 +
Stability 1.7 +
Perishability 2.7 -

Goup 1

Audi ovi sual products and services

1 of 3
Key:
- = Mean value for a characteristic is in the lower 1/3 of a category range
0 = Mean value for a characteristic is in the middle 1/3 of a category range
+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE:

PHOTOGRAPHI C PROCESSI NG

N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi c medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40| 3.41-4.20 | 4.21-5.0

Cust om zati on 1.59 +
Experti se 2.18 0
Conpl exity 2.11 0
Labor % of Cost 2.41 +
Measurability 1.59 +
Confidentiality 2.48 +
Ri sk to Govt 2.07 -
CGovt Attention 2.11 0
Negoti ati on 2.22 0
Conpetition 1.81 -
Stability 1.78 +
Perishability 2.3 0

Goup 1

Audi ovi sual products and services

2 of 3

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: ARTS AND GRAPHI CS
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 | 1.81-2.60 | 2.61-3.40| 3.41-4.20 | 4.21-5.0

Cust om zati on 2.11 0
Experti se 2.56 +
Conpl exity 2.3 0
Labor % of Cost 2.74 -
Measurability 2 -
Confidentiality 2 -
Ri sk to CGovt 2 -
CGovt Attention 2.15 0
Negoti ati on 2.3 0
Conpetition 1.93 -
Stability 1.81 -
Perishability 2.67 -

Goup 1

Audi ovi sual products and services

3 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range

129




SERVI CE: IT - FAC LI TIES MANAGEMENT
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value |1.0-1.80|1.81-2.60 | 2.61-3.40| 3.41-4.20 | 4.21-5.0

Cust om zati on 2.85 -
Experti se 3.11 0
Conpl exity 3 0
Labor % of Cost 3.26 +
Measurability 2.7 -
Confidentiality 3.22 +
Ri sk to CGovt 3.81 0
CGovt Attention 3.56 -
Negoti ati on 3.48 -
Competition 2.15 0
Stability 3. 07 0
Perishability 3.56 -

G oup 2

I nformati on Technol ogy services

1 of 3

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE:

IT -

EQUI PVENT,

| NSTALLATI ON,

OPS & MAI NTENANCE N = 27
CATEGCRY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 | 1.81-2.60 | 2.61-3.40| 3.41-4.20 | 4.21-5.0
Cust omi zati on 2.7 -
Experti se 3.37 +
Compl exity 3.22 +
Labor % of Cost 2.67 -
Measurability 2.89 0
Confidentiality 3.22 +
Ri sk to Govt 3.74 0
Govt Attention 3.81 0
Negoti ati on 3.63 -
Competition 2.11 0
Stability 3.22 +
Perishability 3.56 -
G oup 2

I nformati on Technol ogy services

2 of 3

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: I T Progranmi ng, design & analysis
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced Conpl ex
Value | 1.0-1.80 | 1.81-2.60 | 2.61-3.40 | 3.41-4.20 | 4.21-5.0

Cust omi zati on 3.56 -
Experti se 3.93 0
Compl exity 3.78 0
Labor % of Cost 3.85 0
Measurability 3.41 -
Confidentiality 4 +
Ri sk to Govt 3.63 -
Govt Attention 4 +
Negoti ati on 4 +
Conpetition 2.3 0
Stability 3.22 +
Perishability 3.85 0

G oup 2

I nformati on Technol ogy services

3 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE:

FOOD SERVI CE OPERATI ONS

N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi at e Advanced | Conpl ex
Value | 1.0-1.80 | 1.81-2.60 | 2.61-3.40 | 3.41-4.20 | 4.21-5.0

Cust omi zati on 2.04 -
Experti se 1.89 -
Compl exity 1.59 +
Labor % of Cost 3.56 -
Measurability 1.96 -
Confidentiality 1.07 -
Ri sk to Govt 2.19 0
Govt Attention 2.63 -
Negoti ati on 2.59 +
Competition 1.93 -
Stability 1.85 -
Perishability 2.15 0

G oup 3

Food Servi ces

1 of 2
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: VENDI NG MACHI NE OPERATI ONS
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Val ue 1.0-1.80 | 1.81-2.60 | 2.61-3.40 | 3.41-4.20| 4.21-5.0

Cust om zati on 1.56 +
Expertise 1.37 0
Conpl exity 1.26 -
Labor % of Cost 2.67 -
Measurability 1.37 0
Confidentiality 1.04 -
Ri sk to Govt 1.63 +
Govt Attention 1.52 0
Negoti ation 1.89 -
Conpetition 1.59 +
Stability 1.48 0
Perishability 2.22 0

Goup 3

Food Services

2 of 2
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: VEDI CAL AND DENTAL
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40(3.41-4.20| 4.21-5.0

Cust om zation 2.07 -
Expertise 4.04 +
Conpl exi ty 3.11 0
Labor % of Cost 3.3 +
Measurability 3 0
Confidentiality 2 -
Ri sk to Govt 3.41 -
Govt Attention 3. 26 +
Negoti ati on 3.04 0
Competition 2.74 -
Stability 2.15 0
Perishability 3.07 0

G oup 4

Heal th services

1 of 2
Key:
- = Mean value for a characteristic is in the lower 1/3 of a category range
0 = Mean value for a characteristic is in the middle 1/3 of a category range
+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: CSHA
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.60| 2.61-3.40 |3.41-4.20|4.21-5.0

Cust om zati on 1.85 -
Experti se 2.96 0
Conpl exity 2.11 0
Labor % of Cost 3.33 +
Measurability 2.81 -
Confidentiality 1.78 +
Ri sk to Govt 2.67 -
Covt Attention 2.37 +
Negoti ati on 2.07 -
Conmpetition 2.7 -
Stability 1.81 -
Perishability 2.48 +

Goup 4

Heal t h services

2 of 2

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: Machi ne, Carpentry & Electric
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 | 1.81-2.60|2.61-3.40|3.41-4.20| 4.21-5.0

Cust omi zati on 1.63 +
Experti se 2.3 0
Conpl exity 1.81 -
Labor % of Cost 3.11 0
Measurability 2.52 +
Confidentiality 1.29 0
Ri sk to Govt 2.56 +
CGovt Attention 2.3 0
Negoti ati on 2.33 0
Conpetition 1.67 +
Stability 1.93 -
Perishability 3.07 0

Goup 5

I ndustrial shops and services

1 of 5
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: Pl umbi ng, AC & Heating
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value |1.0-1.80 |1.81-2.60 | 2.61-3.40 | 3.41-4.20|4.21-5.0

Cust omi zati on 1.63 +
Experti se 2.59 +
Conpl exity 1.89 -
Labor % of Cost 2.88 0
Measurability 2.3 0
Confidentiality 1.29 0
Ri sk to Govt 2.52 +
CGovt Attention 2.33 0
Negoti ati on 2.33 0
Conpetition 1.67 +
Stability 1.93 -
Perishability 3.19 +

Goup 5

I ndustrial shops and services

2 of 5

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: Fire Prevention/Protection
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value |[1.0-1.801.81-2.60(2.61-3.40(3.41-4.20(4.21-5.0

Cust om zati on 1.81 -
Expertise 2.81 -
Compl exity 2 -
Labor % of Cost 3.19 +
Measurability 2.44 +
Confidentiality 1.44 0
Ri sk to Govt 3.7 0
Govt Attention 2.59 +
Negoti ati on 2.67 -
Conpetition 2.26 0
Stability 1.96 -
Perishability 2.7 -

Goup 5

I ndustrial shops and services

3 of 5

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: CUSTCDI AL/ JANI TORI AL
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 | 1.81-2.60|2.61-3.40| 3.41-4.20 | 4.21-5.0

Cust omi zati on 1.44 0
Experti se 1.3 0
Conpl exity 1.15 -
Labor % of Cost 3. 44 -
Measurability 1.7 +
Confidentiality 1.18 -
Ri sk to Govt 2 -
Govt Attention 2.22 0
Negoti ati on 2.59 +
Conpetition 1.59 +
Stability 2.15 0
Perishability 2.37 +

Group 5

I ndustrial shops and services

4 of 5
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE:

REFUSE COLLECTI ON & PROCESSI NG

N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.60|2.61-3.40| 3.41-4.20| 4.21-5.0

Cust om zati on 1.44 0
Experti se 1.48 0
Conpl exity 1.26 -
Labor % of Cost 3.37 +
Measurability 1.48 0
Confidentiality 1.44 0
Ri sk to Govt 2.33 0
Govt Attention 2 -
Negoti ati on 2.18 0
Conmpetition 1.63 +
Stability 2 -
Perishability 2.56 +

Goup 5

I ndustrial shops and services

5 of 5
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: FI NANCI AL & PAYROLL
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40|3.41-4.20|4.21-5.0

Cust omi zati on 2.7 -
Experti se 2.59 +
Conpl exity 2.3 0
Labor % of Cost 3.59 -
Measurability 2.63 -
Confidentiality 2.7 -
Ri sk to Govt 3.26 +
Govt Attention 2.74 -
Negoti ation 2.74 -
Conpetition 2.41 +
Stability 2.04 -
Perishability 3.11 0

Group 6

Managenent Support services

1 of 1

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: WORD PROCESSI NG & DATA ENTRY
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80| 1.81-2.60 |2.61-3.40|3.41-4.20|4.21-5.0

Custom zation 1.74 +
Experti se 1.89 -
Conpl exity 1.41 0
Labor % of Cost 3. 44 -
Measurability 2.19 0
Confidentiality 1.7 +
Ri sk to Govt 2.33 0
CGovt Attention 2 -
Negoti ati on 1.96 -
Conpetition 1.74 +
Stability 2 -
Perishability 2.48 +

Goup 7

Ofice and Administrative services

1 of 4
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: FI NANCI AL AUDI TI NG
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40| 3.41-4.20 |4.21-5.0

Cust om zati on 3.63 -
Experti se 2.93 0
Compl exity 2.48 +
Labor % of Cost 3.85 0
Measurability 2.7 -
Confidentiality 2.74 -
Ri sk to Govt 2.89 0
CGovt Attention 2.59 +
Negoti ati on 2.7 -
Competition 2.07 -
Stability 2.15 0
Perishability 2.74 -

Goup 7

O fice and Adm nistrative services

2 of 4
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: MATERI AL MANAGENMENT
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi c medi ate | Advanced | Conpl ex
Val ue 1.0-1.80(1.81-2.60(2.61-3.40|3.41-4.20|4.21-5.0

Custoni zati on 2.56 +
Experti se 2. 37 +
Conpl exity 2.47 +
Labor 9% of Cost 3 0
Measurability 2.56 +
Confidentiality 2.3 0
Ri sk to CGovt 3.22 +
CGovt Attention 2.96 0
Negoti ati on 2.89 0
Competition 2.44 +
Stability 2.56 +
Perishability 3.3 +

Goup 7

O fice and Administrative services

3 of 4
Key:
- = Mean value for a characteristic is in the lower 1/3 of a category range
0 = Mean value for a characteristic is in the middle 1/3 of a category range
+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: SUPPLY
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi c medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.602.61-3.40(3.41-4.20|4.21-5.0

Cust om zati on 2.74 -
Experti se 2.37 +
Compl exity 2.15 0
Labor % of Cost 3 0
Measurability 2.59 +
Confidentiality 2.11 -
Ri sk to Govt 3.15 +
CGovt Attention 2.74 -
Negoti ati on 2.81 -
Conpetition 2.37 +
Stability 2.52 +
Perishability 3 0

Goup 7

O fice and Adnministrative services

4 of 4
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: LAUNDRY AND DRY- CLEANI NG
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |[1.81-2.60|2.61-3.40|3.41-4.20|4.21-5.0

Cust omi zati on 1.56 +
Expertise 1.07 -
Conmpl exity 1.33 0
Labor % of Cost 3.04 0
Measurability 1.78 +
Confidentiality 1.15 -
Ri sk to Govt 1.7 +
CGovt Attention 1.67 +
Negoti ati on 2 -
Conpetition 1.7 +
Stability 1.89 -
Perishability 2.04 -

G oup 8

O her services

1 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: MAPPI NG AND CHARTI NG
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi c medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.403.41-4.20|4.21-5.0

Custom zati on 2.22 0
Experti se 2.56 +
Compl exity 2.33 0
Labor % of Cost 3.19 +
Measurability 2.41 +
Confidentiality 2.37 +
Ri sk to Govt 2.78 -
Covt Attention 2.26 0
Negoti ati on 2.41 +
Conmpetition 2.33 0
Stability 2.18 0
Perishability 2.74 -

Goup 8

O her services

2 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: TRAI NI NG
N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40| 3.41-4.20|4.21-5.0

Cust om zati on 3 0
Experti se 3 0
Compl exity 2.3 0
Labor % of Cost 3.63 -
Measurability 3.26 +
Confidentiality 2.44 +
Ri sk to Govt 2.85 -
CGovt Attention 2.74 -
Negoti ati on 2.89 0
Competi tion 2.41 +
Stability 2.48 +
Perishability 3.07 0

G oup 8

O her services

3 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: BASE COVMUNI CATI ONS
N = 27
CATEGCORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value |1.0-1.80|1.81-2.60|2.61-3.40|3.41-4.20|4.21-5.0

Custom zation 2.7 -
Experti se 2.59 +
Conpl exity 2.22 0
Labor 9% of Cost 2.78 -
Measurability 2.81 -
Confidentiality 2.85 -
Ri sk to Govt 3.74 0
Govt Attention 3.04 0
Negoti ati on 2.93 0
Competition 2.33 0
Stability 2.59 +
Perishability 2.15 0

Goup 9

Comuni cat i ons systens

1of 1
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: Printing, copying & duplication
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.602.61-3.40| 3.41-4.20 | 4.21-5.0

Cust omi zati on 1.63 +
Experti se 1.89 -
Compl exity 1.85 -
Labor % of Cost 2.74 -
Measurability 1.85 -
Confidentiality 2.11 0
Ri sk to Govt 2.44 +
Govt Attention 2.11 0
Negoti ati on 1.81 -
Conpetition 1.74 +
Stability 2.22 0
Perishability 2.18 0

Group 10

Printing and Reproduction

1of 1

Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: LANDSCAPI NG
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.40|3.41-4.20|4.21-5.0

Cust oni zati on 1.67 +
Experti se 1.67 +
Compl exity 1.52 0
Labor % of Cost 3.19 +
Measurability 2 -
Confidentiality 1.15 -
Ri sk to Govt 1.3 0
Govt Attention 2.04 -
Negoti ati on 2.22 0
Conpetition 1.52 0
Stability 1.96 -
Perishability 3 0

G oup 11

Real Property

1of 1
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE: SECURI TY
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80 |1.81-2.60|2.61-3.403.41-4.20| 4.21-5.0

Cust oni zati on 3 0
Experti se 2.63 -
Compl exity 2 -
Labor % of Cost 3.81 0
Measurability 2.15 0
Confidentiality 3.52 -
Ri sk to Govt 3.89 0
Govt Attention 2.85 -
Negoti ati on 2.7 -
Conpetition 2.11 -
Stability 2. 37 +
Perishability 3.19 +

G oup 12

Security

1of 1
Key:
- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range \
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SERVI CE: BUS AND SHUTTLE
N = 27
CATEGORY
Non- I nter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.60|2.61-3.40|3.41-4.20|4.21-5.0

Cust om zati on 1.63 +
Experti se 1.52 0
Conpl exi ty 1.37 0
Labor % of Cost 3.11 0
Measurability 1.37 0
Confidentiality 1.7 +
Ri sk to CGovt 1.89 -
CGovt Attention 2.11 0
Negoti ati on 1.96 -
Competition 1.63 +
Stability 2.26 0
Perishability 2.22 0

G oup 13

Transportation

1 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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SERVI CE:

Vehi cl e ops & mmi nt enance

N = 27
CATEGORY
Non- Inter-
Characteristic Avg conpl ex Basi ¢ medi ate | Advanced | Conpl ex
Value | 1.0-1.80|1.81-2.60|2.61-3.403.41-4.20| 4.21-5.0

Custom zation 2 -
Experti se 2.78 -
Conpl exity 1.85 -
Labor % of Cost 3 0
Measurability 2.22 0
Confidentiality 1.7 +
Ri sk to Govt 2.22 0
CGovt Attention 2.41 +
Negoti ati on 2.22 0
Conpetition 2.04 -
Stability 2.22 0
Perishability 2.59 +

Group 13

Transportation

3 of 3
Key:

- = Mean value for a characteristic is in the lower 1/3 of a category range

0 = Mean value for a characteristic is in the middle 1/3 of a category range

+ = Mean value for a characteristic is in the upper 1/3 of a category range
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APPENDI X E. BAR GRAPHS FOR | NDI VI DUAL SERVI CES

Audiovisual

Scale

Characteristics

Photographic Processing

Scale

Characteristics
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Scale

Scale

Arts & Graphics

Characteristics

IT Facilities Management

Characteristics
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Scale

Scale

IT Equipment, Installation, Ops & Maintenance

Characteristics

IT Programming, Design & Analysis

Characteristic
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Scale

Scale

Food Service Operations

Characteristics

Vending Machine Operations

Characteristics
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Scale

Scale

Medical and Dental

Characteristics

OSHA

Characteristics
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Scale

Scale

Machine, Carpentry & Electrical

Characteristics

Plumbing, Air Conditioning & Heating

Characteristics
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Scale

Scale

Fire Prevention/Protection

Characteristics

Custodial & Janitorial

Characteristics
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Scale

Scale

Refuse Collection & Processing

Characteristics

Financial and Payroll

Characteristics
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Scale

Scale

Word Processing & Data Entry

Characteristics

Financial Auditing

Characteristics
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Scale

Scale

Material Management

Characteristics

Supply

Characteristics
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Scale

Scale

Laundry and Dry-Cleaning

Characteristics

Mapping and Charting

Characteristics
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Scale

Scale

Training

Characteristics

Base Communications

Characteristics
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Scale

Scale

Printing, Copying & Duplication

Characteristics

Landscaping

Characteristics
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Scale

Scale

Security

Characteristics

Bus and Shuttle

Characteristics
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Scale

Scale

Motor Pool Operations

Characteristics

Vehicle operations & Maintenance

Characteristics
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Scale

APPENDI X F. BAR GRAPHS FOR SERVI CE GROUPS

Group 1 - Audiovisual Products & Services (3 services)

Characteristics

Group 2 - Information Technology Services (3 Services)

Scale

Characteristics
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Scale

Scale

Group 3 - Food Services (2 Services)

Characteristics

Group 4 - Health Services (2 services)

Characteristics
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Scale

Scale

Group 5 - Industrial Shops & Services (5 services)

Characteristics

Group 6 - Management Support Services (1 service)

Characteristics
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Scale

Scale

Group 7 - Office and Administrative Services (4 services)

Characteristics

Group 8 - Other Services (3 services)

Characteristics
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Scale

Scale

Group 9 - Communications Systems (1 service)

Characteristics

Group 10 - Printing & Reproduction Services (1 service)

Characteristics
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Scale

Scale

Group 11 - Real Property (1 service)

Characteristics

Group 12 - Security Services (1 service)

Characteristics
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Scale

Transportation Services

Characteristics
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